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The Leonardo da Vinci e-Gov project, on our point of view, is con-
structed on a binomial to winning: e-government and professional forma-
tion. The objective is ambitious: to achieve models continuously adapts
to requirements and competences of Public Administration, in order to
increase quality and innovation, modality of training and professional
re-qualiycation. Today, more than ever, itls necessary to answer to the
increasing demand of valorisation of upgrades human resources present
in Public Administration, indispensable condition in order to raise the
level of quality and effectiveness and to adapt the public services rely
on more strong professionalism, re-qualiycation of competences and
knowledge. The Province and the City of Naples are sensitive and pay
attention to the general topic of e-government and to the opportunities
deriving from the responsible use of the new technologies. We are con-
vinced that it is necessary to improve continuously the internal training
processes, connected to the modernization of the administrative build-
ing and to the requirements of simpliycation of itis procedures.

In so far as, the two local Administrations of Naples have already
realized plans in order to manage actions for distribute services on line
to the citizens, in particular the multi-project on e-government of
which you will read in the 1° chapter of this book.

In order to implement and to optimize all that, a complex of actions
aimed at the adaptation of the Administrative systems trained at a bet-
ter institutional structure has been set up.

The Program Leonardo from Vinci represents one of these actions,
in the conviction that the role of the City Local Administration and the
Province of Naples cannot prescind from an high qualiycation, a constant
modernization of the staff and from an optimal use of publics services
from the citizens. The result of the e-Gov project received an added value
from the international partnership that has managed it that confers to itis
product an European dimension supplying the possibility of dissemina-
tions over the borders of the single cities that have actively participated.

NicoLA OppATI GuUGLIELMO ALLODI
Local Councillor for Development Local Councillor for Strategic Resource,
and Culture T City of Naples Community policies, negotiate programming

and balance T Province of Naples
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by Rosario Murdica 6 ISFOL

The Leonardo da Vinci programme: inside Europe

At a distance of almost 12 years from the White Book, and sub-
sequently the Council of Lisbon of 2000 with Europe enlarged to 25
members, the concept still stands for which fi[&] The notion of life-
long education and training no longer merely represents an aspect
of general and vocational training, but rather becomes the informing
principle of supply and demand in any learning settingd®. This strategy
is stressed, furthermore, in the European Commission document enti-
tled fiAchieve a European space for lifelong trainingo (developed on the
grounds of the results coming from the debate on the 6 key messages
of the Memorandum) where the following was asserted: fithe magni-
tude of changes in process requires a hew and sweeping approach to
education and trainingo. Efforts, therefore, according to the European
Union must be directed towards identifying coordinated strategies for
implementing development measures at the local, regional, national
and Community wide level resting on a wide range of experiences,
skills and resources.

Inthe light of this progress development addressed towards process-
ing and building a coherent and integrated system of policy has as its
highlight the following Barcelona summit (March 2002) which encour-
ages, in the light of its conclusions, an additional stage? of the Euro-
pean Union which sees in Cooperation among the education and train-
ing systems by 2010, not only an extended area of rights and duties of
European citizens, but also a place of discussion and development, in
addition to processes and innovative alternatives that can contribute to
improving the economic-productive system of the European Union and
of the individual countries that are part of it. Add to this the declaration
of Copenhagen® (Declaration of Copenhagen, 30 November 2002)4,
where the obvious and actual following of the global strategy deyned
in Lisbon and Barcelona takes shape in the consideration of education
and training systems, also, as open areas straddled over differentiated
sectors which embrace schools, work, research and innovation. These
systems, in fact, must lay the foundations for realising a fiEuropean
spacel inserting in a global setting the processes, strategies and plans
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that not only regard themselves but also the fundamental components
of policies for employment, social inclusion, and for equal opportunity.

Nonetheless, it appears imperative here to speak of the Proceed-
ings of Bologna® directed towards building a road to harmonisation of
the various higher secondary education systems for the purpose of
creating a European Area of Higher Education for: worldwide interna-
tional competivity and a more dynamic scientiyc system, with greater
and better employment prospects and greater social cohesion. Lifelong
learning, education system and continuous and vocational Training®
develop in this direction not only as a tool for individual and collective
emancipation but also, as strategies for implementing L.L.L., and a tar-
get or goal to aim at for improving quality of life even at different ages.”
On the basis of what has just been illustrated, on the plane of content
the following has been asked of the institutional actors and yeld work-
ers and experts: to formulate and propose legislative measures capa-
ble of innovating education and training systems with far sweeping ap-
proaches. New methods capable of developing a flearning approacho
apt to accessing far ranging and integrated knowledge that must be
valorised and developed in a life-long learning logic.

It appears to be quite clear that, taking up the challenges laid out at
the European level means being aware that knowledge is a prerequi-
site to be acquired in becoming active citizens in the societies we live
in and to improve quality of life. This recognition, in fact, constitutes a
source of motivation for all those that are involved in training systems,
but this holds true even more so for all those who are excluded or re-
quire strong guidance. Furthermore, the institutions found in training
systems, (schooals, training agencies, universities, enterprises, local au-
thorities, etc.) appear, certainly, for their natural connotation, the most
affected by the changes in act. Ifitis true, in fact, that the great scientiyc
and technological transformations challenge consolidated models of in-
dividual and collective lifestyles, within the systems mentioned involved
institutions propose to defy present knowledge, its setup, organisation
and content, programmes and activities, as well as roles and same
functions of those, at different levels, in which they work. In other words,
not only should we adapt to the changes, but fiestablishedt behavioural
patterns should themselves change. In fact, i€ in a society of change,
founded on ICTs, training can no longer be conceived as acquiring of
a speciyc knowledge attached to the training instance, but rather takes
shape as a continuous learning process capable of absorbing urgings
coming from innumerable sources of knowledge. We have gone in fact,
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from the concept of training to that of learning, where the responsibility

of learning always falls on the individual and today we can observe the

passage from learning to knowledge. The purpose of the training offer
is not that of delivering education but rather that of producing learning.

The focus is no longer on teaching (or linked entities: teacher, agency

delivering the service) but rather on learning (and thus the user or the

agency making use of the service)o®.

This leads to the need in developing, through actual and designed
actions, more and more effective approaches, tools and innovative
methods, centred on:

a) the needs of the learner;

b) recognition of the acquired skills in the different formal, non formal
and informal settings;

c) identiycation of good practices for evaluating qualiycations as well
as on speciyc issues of transparency of certiycations;

d) the ability to improve the quality of training systems through the
certiycation of the individual training segments rendering those ac-
quired from the enterprise and in the various industrial sectors eas-
ily marketable;

e) technological structures and non of education and vocational train-
Ing;

d) the know-how and skills of the workers and teachers and their abili-
ties to exploit the potential offered by ICTs and by the new learning
methods.

The Leonardo da Vinci Programme Il phase 2000-2006

The Leonardo da Vinci Community programmeis goal i that of de-
veloping knowledge of quality, innovation and European scope of the
systems and practices of vocational training. This development takes
shape by implementing planning ideas with which it is tested, (on com-
mon grounds among different territorial realities, foremost in a tran-
shational scope) the principle of sharing needs and peculiarities of the
various European markets in a perspective of employment, of social
inclusion and, lastly, of enhancing of methodologies and tools aimed at
certifying the skills acquired in formal, informal and non formal areas.

In its internal structuring of multiple procedures and Measures® dif-
ferent conceptual and operating modalities are underlined which make
the Leonardo da Vinci Programme?? a fiworkshop of ideast. For this very
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reason, starting off from shared general objectives in all the measures
it is structured in, the speciyc contribution of results/products of each
project realised through stimulating evaluations to unique perceptions
with which it has been possible to deyne prototypal models and con-
cepts based on the need to enrich and innovate traditional systems and
non and the very way of fiprocessingo training (action on the training
system) and fidevelopingo, instead, learning processes (action on the
education system).

It is not fortuitous that in Leonardo da Vinci the projects approved
(which to this day amount to 218 projects) to the quality of prototype
given to the product/result realised and utilised, for the reason that, on
the basis of the projects ynanced within the scope of the Programme
its very nature of ynancing lies in the principle of non actuation of the
actual training measures (for the exception of the Mobility measure, for
the speciycity distinguishing it) but we underline that the project is the
place where ideas live and grow and die to be reborn.

In the reality of the facts this means imagining, deyning and setting
up a set of methodological solutions, of practical strategies and instru-
mental resources to ensure an effective response to known training
problems and not yet resolved or even to process effective solutions
to emerging problems and potentially extended in different European
territorial realities.

For the present phase of the Programme 2000-2006 the Commu-
nity Decision of April 1999 indicates foremost three main objectives:
Objective 1: promote skills and competencies, especially of youth, in
initial vocational training at all levels, for the purpose of simplifying pro-
fessional entry and re-entry. Objective 2: improve the quality of lifelong
vocational training and access to the same, as well as acquiring the
skills and competencies along the entire life span. Objective 3: promote
the contribution of vocational training to the innovation process, for the
purpose of improving competitivity and entrepreneurialship, even in the
prospects of new employment opportunities®. If, more speciycally, we
can take a look at the promoters and contracting parties of the Le-
onardo nominations we may say that the players have presented and
developed proposals that underline different socio-economic sectors!?
and represent a cross-section of Italy, which sees in Europe a vibrant
arena of study and analysis on public policies in the sectors of voca-
tional training and education and carry out with their active participation
the role of performers in the Programme itself. This characteristic can
be attributed not only because they are actively involved in the projects
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ynanced with Leonardo resources, but also because they represent a
multi-player proyle of our country both on the economic plane as well
as on the social-education-training plane. This takes on greater shape
and character if we look at the transnational dimension of the partner-
ships formed to give life to the projects. fi[€] In order to conceive and
design a Leonardo da Vinci project it is necessary, both on the theoretic
plane but more so on the practical plane, to reason in a perspective
of shared efforts at the national and transnational level. The partners
involved will actively take part together in realising established results,
starting from a set of obligations and rules that formalise and deyne the
workings of the network in function of a service and mutual utility. The
main theme holds together, in a single objective the individual strategies
conceived and adopted for deyning a winning project is represented by
the unifying power and strength of the partnership, transnational and
multiplayer, debating over a single problem and single need in the train-
ing yeld. This need, with all its different facets retaining it to the different
realities T on the geographic, contextual plane, and plane of compe-
tencies T, embraces a strong potential for exchanging and placing in
stake speciyc and non homogeneous potential and experiences, giving
space to shared solutions or responses. This is possible by recognising
and valorising the various knowledge, exalting the qualitative elements
of each system, promoting the realisation of innovative experiences,
shared and recognised at the national and international level. Since this
approach has (on which we must clearly deyne, the Programme poses
an absolute obligation) as guideline on its road, any effort advanced, di-
rected towards attaining effective, coherent and productive results, will
be aimed at giving voice to a new project deynition, more modern, inno-
vative and European. Consideration of the individual territorial realities
must be assured, enhancing of the back ground of each individual or-
ganism involved, investing on the expertise of each player participating
and involved in the project. This will allow to guarantee reaching, on the
European plane, those essential requirements that make the individual
project adequate to the general needs of the Programme, to the speciy-
cities of the individual measure considered and to the characteristics of
the productive reference sector and of the user base examinedo?.

In this reference framework the planning actions, overall, have fo-
cused on numerous areas of consideration: qualiycation and certiycation
of competencies, European mobility in terms of apprenticeship/training
and work, analysis of needs, employability and accessibility, quality of
the training and guidance systems, requaliycation of workers and adult

=
=
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education, new technologies and competencies of learning mediators.
These topics have often been expressed within speciyc productive sec-
tors: from traditional ones (textile, chemical, mechanic, construction,
tourism) to more innovative ones (products and services linked to pro-
duction and conservation of energy, environment, biotechnologies, new
technologies for communication and to public administration).

Local Agencies and the Leonardo da Vinci Programme

The White Book on Governance (2001) encouraged, in its content,
all the players involved, to a greater opportunity and responsibility in
the evolution of the processing of the European Union policies. In order
to ensure the broadest possible adhesion of the citizens and of the or-
ganisations to deyning these policies.

In speciyc, The European Commission, through the publishing of
the yve principles at the basis of Governance (Opportunity, Participa-
tion, Responsibility, Effectiveness and Coherence) meant to underline
the greater participation of local authorities in the policies of the Euro-
pean Union, repects the weight of the growing responsibilities of the
same authorities and the greater involvement of the citizens and their
base organisations in developing these policies.

In the Italian case this impulse has undergone a quick acceleration
with the Constitutional reform of 2001 which has revamped the insti-
tutional and constitutional setup of our country, assigning and strength-
ening a new juridical state and broader powers to Regions, Provinces
and City Councils.

In particular the Regions have been awarded with a primary legisla-
tive function and peculiar functions of policy and programming. Prov-
inces and City Councils (individually and associated in the Union of
Councils and in mountain Communities), have been awarded coordina-
tion management and administration functions and powers at the base
of the workings of the new relationships existing between Public institu-
tions and citizens and between the State and Local authorities.

A process which, if on one hand shatters old bureaucratic practices to
invent new relational modalities between public activities and needs of the
citizens (on matters regarding the environment, safety, local welfare, lo-
cal development, governing the territory, schools, vocational training and
work), on the other stimulates integrating regional policies through a more
effective involvement of City Councils and Provinces. This relationship
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allows to provide citizens with the hope of a better future, investing on

youths, on their training and on their skills and occupational potential, to

facilitate job entry for those who have been excluded, to accompany and
help people grow during their lifetime within a logic of life-long learning.

Within the scope of the Leonardo da Vinci Community Programme
in the reference period 2000- 2006*° the projects handled by the local
authorities are aimed at developing the following topics:

a) new technologies (ICT) and competencies in the services to people,
energy and the environment;

b) qualiycations and certiycation of competencies, needs assessmen-
ts, employability and accessibility, the quality of training systems
and guidance;

c) lifelong learning, worker requaliycation, adult education, trainersf
training and managersi training in P.A.;

d) quality and safety, especially the study of proyles and competences
for police personnel responsible for the safety of our cities;

f) local development, in speciyc, identifying professional ygures and
the building of networks for developing knowledge/competencies of
knowledge work;

g) equal opportunity in a logic of consultancy and guidance especially
in the national and European labour market;

h) social dialogue, in involving social constituents and public authori-
ties in managing and certifying the transparency of qualiycations in
the training system;

i) e-government by developing a guide (methodological and operating
indications) in building professional proyles.

In this framework of action the participation of these institutional
actors in the Leonardo da Vinci projects has been and is, for themsel-
ves, a great opportunity from various viewpoints:

a) policy: which, in addition to representing the full recognition of the
supra-regional function of the European Union itself (on matters
concerning training, occupation, social integration and promotion)
represents, also, the capability to solidly participate with the Euro-
pean projects in developing Governance at the European level,

b) methodological and of content: for the relationship created among
the various scientiyc communities, involved in the projects, in the
study and analysis of content and topics compared to the expected
results of process and products envisaged in the projects;

c) operational: for facing Community rules and the standards and
practices of the other countries involved in the partnerships.

13
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This triple connotation actually makes the Leonardo da Vinci Pro-
gramme a very rich and complex tool focused on urging processes of
integration and sharing of responsibilities, above all, in this historical
time where not only European setups, but national and local ones seem
to focus on resettling.

The Programme, thus, has urged and encouraged local authorities
to building a training policy and even test new management opportuni-
ties of territorial networks in spreading innovative patterns, (even of
an organisational-procedural type) for developing certain functions, at-
tributed to it by the reform, for the purpose of removing the social and
economic imbalances present in the individual territorial realities.

We are dealing here with a greater quality in delivering public serv-
ices, of an improved relationship with local enterprises, of an effective
quality of services for Employment and, especially, of a speciyc atten-
tion to training policies and those active for work with a careful eye on
developing of innovations in organising Public Administrations.

In regards to these issues and duties the experiences from the Le-
onardo da Vinci Programme cannot but enhance the partnership mod-
els in which the local authority turns into coordinating actor but also
political actor of economic and productive development between Na-
tional economic-productive and European integration through self-gov-
ernment abilities.

On the plane of a greater and more intensive presence in European
participation in the programme presents, furthermore, the solid oppor-
tunity to valorise and transfer the results obtained by the projects at the
national and local level, thus also urging other territorial institutions to
participate in the new Community programmes!® (brought into being by
the European Commission through the new 2006-2013 programming)
and the leadership ability in the scope of the new partnership, both
national and international.

In this fertile setting, through the E-Gov Village project, the City of
Naples demonstrates the will and capability of the local agencies to
move in a transnational partnership setting to contribute in building
training policies focused on improving the quality and speciycity of the
relationships existing between institutions and citizens.

The whole matter here is not only sharing knowledge and experien-
ces but also offering an authoritative contribution to building and deve-
loping a national and European space of cooperation strengthening at
the same time the institutional role of each one in a network logic and
of mutual recognition.
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fito face the problem of the lack of qualiycations in the in-
formation and communication technologies in the EU [€]
by promoting training along the entire lifespan and favou-
ring a more intense dialogue and more intense coopera-
tion among the social constituents, teaching institutions
and other interested playerso

(Prodi Plan for e-Europe).

1 Identiped Needs

One of the sectors in Europe more involved by the far sweeping
transformations produced by the transition to a Knowledge Society is
that of Public Communication and Public Information Management. The
instating of new media and of Information and Communication Tech-
nology has allowed to open up new horizons in managing the relation-
ship of Public Administrations among themselves and with citizens and
the territory in general, creating innovative models of production and
distribution of information and supply of services, but also as citizens
communication with the P.A. and of access of these to policy-making
and to democracy. Application area of Public Communication have
been identiyed that allow valorising and communicating the territory (of
a continent, nation, region, province, of a City). However, Public Com-
munication within the same Public Administration strongly sees its own
operating dynamics modiyed. Internet and the technologies connected
to them (e-mail, electronic documents, digital signature, forum, chat, vi-
deoconferencing, etc.) are operating a substantial modiycation to Public
Communication in the Information Society. The growth of citizen culture
in the use of new technologies is accelerating these processes.

e-Government is born, a set of innovative methodologies and tech-
nologies for Public Communication.

Certainly an accelerating factor of this process of transformation
has been the result of the European Council of 23 and 24 March 2000.
In the ynal document of the Council, the European Union takes on the
challenge of the knowledge society. Among the many points of interest
the one which follows appears to us to be very interesting in illustrating
the needs that the e-GoV Project has identiyed:

a7
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fiThe European Union faces an epochal shift resulting from globa-
lisation and from the challenges presented by a new economy based
on knowledge. These changes involve every aspect of peoplels lives
and require a drastic change in the Europen economy. The Union must
pattern these changes coherently with its own values and concepts of
society, even in view of the enlargemento.

Among the main results that this policy of the European Union has
produced in these years deserving mention are:

the christening of the eEurope programme, aimed, among other
thing, at addressing and supporting the development of e-government
forms focused on building an information society open to all citizens;

the christening of the sixth FP6 framework programme, focused on
building a European space of functional research, among others, even
the building of a Europe of widespread know-how and knowledge.

e-Government allows realising new services, new products of fibi-di-
rectionald communication and thus the creation of a preferential chan-
nel of contact between the State and citizens, as well as realising a
speciyc electronic government as a component of the more general
management action of the fires pubblicad.

In order to understand the extent of the e-Government context, from
the application and technological standpoint, we can observe that eve-
ry e-Government process presupposes, in general, different types of
measures: Infrastructural actions (National Networks), Actions of the
central administrations (Portals), Actions of regions and local authori-
ties. Through these actions e-Government can see its application in
various sectors. Among these we would like to mention: Integration of
the registrars, the Electronic Identity Card, the Digital Signature,
the Electronic Management of Document Flows, e-procurement,
e-Learning, Telework, Information Portals, Portals for delivering
services

In Italy, especially, the legislative framework on building innovation,
even following the issuing of the Consolidated Law on administrative
documentation, includes today both laws directed towards simpliyca-
tion and rationalisation of public structures, as well as laws inherent to
administrative processes (we recall here the fiBassaninio Laws).

The Government Plan of action in favour of e-Government presently
operative in Italy aims at addressing a set of initiatives that regard infra-
structures, service tools, delivery systems, content, managing change and
adapting of the legislative framework ynalised at fostering change in proc-
esses of the Public Administration through the use of ICTs. Its Aims are:
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I actions directed towards information delivery of services to citizens
and enterprises implying an integration among services of various
administrations;

I actions directed towards allowing telematic access to end users of
public administration services and its information.

And, following and in support to the actions mentioned above:

I technological actions aimed at improving the internal operating efy-
ciency of the individual administrations.

In this plan the citizen/enterprise may obtain any public service, they
are entitled to, addressing to any type of front-ofyce administration ena-
bled to e-service, regardless of any territorial competence or residential
constraint.

Pisa Beatrice Magnoly, ministry of Innovation, participating in the
0TALeP T Technologies for eParticipation: end or opportunity of
democratic participation? conferencel has among other things up-
held the following:

filn the face of the present crisis of politics and traditional forms of
representation we are living, it has become imperative to identify new
modalities of participation of citizens to the public lifed, Internet, with
its own potential for democracy expressed tbottom-upi, represents at
the same time a useful tool and model for deyning and activating new
forms of relationships among the citizens and their representatives.
e-Participation is, therefore in the society of networks, a necessary
dimension of the new digital citizenship: as such it must be developed
and upheld by public administrations.

fiDigital technologies and the Net also possess another value: they
represent, along with the legislative framework and the culture of inno-
vation one of the strategic tools necessary for changing public adminis-
trations. In particular, Internetis democratic and inclusive vocation is an
element that the public sector cannot afford to ignore: it must instead
understand it and use it to improve, overall, the democratic quality of
the Countryd.

fiThe Net, however, cannot be a new vehicle for the outdated ways
of conceiving organisation and relations with the various speakers,
fiPublic administrations must start éthinking in terms of Interneti, adopt
a idigital syntaxi, release content and services on-line that can actually
take up all the possible opportunities and give greater voice to the citi-

19
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zens. The presence on the Net of public agencies must be as a guiding
principle for the centrality of the userq.

The Ministry of Innovation has not concealed the existing difycul-
ties: fithis democratic and participative dimension of the Net is hindered
by various types of divides: foremost infrastructural, since there are A
class citizens in ltaly T less than eight million people have access to
broadband T and B class citizens, who are completely left out. There is
however also the issue, well known, of the generational and social gap,
that sees all those ranges of population excluded with low literacy and
income or those excluded from the job market. There is also a divide
caused by the scarce usability of the services offered on the Net by the
administrations: we must also teach the machines to speak with the
users, not only viceversadg.

For Beatrice Magnoly iOn this ground much can be accomplished,
starting, for example, from greater supply of improved quality services;
easier to use, with simple and comprehensible information, and maybe
even tailored on the basis of constant suggestions and feedback from
the userso.

Even at the international level the actions for fostering access to all
Public Administrations to e-Government are for that matter numerous.
Let us recall a few of the initiatives and structures that in the world work
in support of e-Government (and that prove the importance that it is
assuming worldwide):

Nations of the world have deyned speciyc support programmes for
e-Government and in particular for developing countries as for example
the Development Programme of the United Nations (UNDP) with va-
rious sections relative to Good Governance and ICT. A speciyc space
exists in the fiOnline Network in Public Administration and Financed of
the United Nations (UNPAN) dedicated to e-Government.

The World Bank supports speciyc actions on e-Government in de-
veloping countries, for example through the infoDev which is a glo-
bal funding programme (grants) to promote innovative projects based
on the use of ICT for economic and social development in developing
Countries.

But for fireducing the Digital Divideo, thatis to say the technological
gap that deeply divides industrial countries from developing ones, nu-
merous actions have been undertaken worldwide and many decisions
made. For example: at the Kyushu-Okinawa Summit (in July of 2000)
Charter of Okinawa on the information global society was adopted (IT
Charter), where the G8 countries have decided to create a Digital Op-
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portunity Taskforce (DOT Force) whose responsbility in developing
support initiative on e-Government was entrusted to Italy.

But still, upon request by ECOSOC (United Nations Economic and
Social Council), the UN General Secretary has created the ICT Task
Force, ynalised towards reducing the digital divide using ICT.

Even many ICT industries work in signiycant initiatives, creating spe-
ciyc sectors within dedicated to e-Government. We would like to men-
tion, for example: the IBM Institute for Electronic Government (IEG) that
publishes on the relationships that bind public policies and use of ICT,
economic development and education, on-line services for citizens and
enterprises and e-democracy, or the Hewlett-Packard e-Government
sector which was one of the sponsors of the European e-Government
Conference 2003 (held in July at Lake Como).

In the face of this dynamic evolution of the e-Government sector,
many European Public Administrations do not appear to be ready: and
even among the same partner countries of the project T Italy, Spain,
Ireland, Greece, Romania T with perhaps considerable internal diffe-
rences, the administrations often view these innovations more as pure
ficomplicationsd to the normal operation of the communication activi-
ty with the city and managing of public information. Others ignore the
potential of a broad use of all the components of ICT (which we will
describe very soon) and see innovative public communication only as
a one-way communication tool of P.A. towards the territory. e-Gover-
nment is reduced, oftentimes to the sole realisation of an Information
Internet Site not even so much as fiup kepto; and this is true especially
for Local Public Administrations. And in fact even these latter might
have from this resource a strong valorisation and signiycant improve-
ment of the relationship among them and with the territory, but also for
valorising the territory itself, in a no longer local dimension, but rather
transnational one.

Few public administrations are ready to take up the challenge of te-
chnological changes and of communication but encounter hardships in
adapting their own communicative structure and their own organisation
to the new models and new communication media.

But even for those ready to innovate, the far sweeping dynamics of
the transformations may give rise to hardships in adapting. Rapid chan-
ge risks to reduce e-Government to the rate of building the Administra-
tionsh Web Site. Instead it is necessary that the European P.A.s learn
how to conceive, design, and support the realisation of powerful tools
for e-Government that are capable of talking to the European citizens,
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publicise and valorise the territory, uphold the information needs of the
citizen, enrich the opportunities offered by the same Administration in
order to perform its own institutional tasks. But this means overcoming
the competencies and knowledge gaps of human resources operating
in the P.A.s, especially, managers and decision makers.

Similar needs reside in the world of European yrms that work in
conceiving, designing and realising Internet sites and portals and of
Intranet and Extranet systems of the client-server type. In these areas
the relative competencies to Public Communication on the Net become
more and more specialised. This means that even the ICT enterprise
sector in the countries represented by the project, must acquire speciyc
competencies on e-Government.

It is necessary, therefore, to increase the commitment for training
at every level in the sector of innovative Public Communication, in par-
ticular, promoting a fidigital cultured for all and generalising adequate
types of training that comprehend the technological aspect and mana-
ging of changes, as upheld by the eLearning initiative at the European
level. Furthermore, as the European commission states in eEurope,
(eEurope 2002 T Impact and Priority, COM(2001)140 deynitive) regar-
ding the need to operate the transition to the information society, it is
indispensable fito face the problem of the lack of qualiycations in the
information and communication technologies in the EU [€] promoting
lifelong learning and favouring a more intense dialogue and a greater
cooperation among the social parties, teaching institutions and other
interested playerso (Prodi Plan for e-Europe).

In this scenario the education, information and guidance action in
the e-Government sector becomes an essential effort in Europe. The
effective and efycient adapting of Public Administrations and of its
workers (at all levels) is possible only by broadening the knowledge
and competencies of all the actors involved, allowing to yll the tech-
nological, methodological, productive, organisational and managerial
gaps which, de facto, prevent Public Administrations from becoming
truly active in e-Government on the international market. The produc-
tion of e-Government systems with services that allow effective and
efycient support, requires a redeynition of the professional resources
of the sector: certain competencies prove to be today obsolete, others
are introduced as being necessary, others fall on reconversion tracks.
It is therefore necessary and urgent, in order to anticipate and favour
the P.A. transition towards e-Government, to invest in vocational trai-
ning of human resources and favour the synergy among Public Admi-
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nistrations, ICT enterprises and Education enterprises, even through
the building of icommon meeting and exchange spacesy, as the Project
aims at accomplishing thanks to the partnership that includes local au-
thorities, enterprises and training agencies. But this training process
in a so dynamic and innovative sector cannot but start from the need
of the learner and be centred on the learner. In fact, only in this man-
ner the training processes can be motivation driven, especially for the
many players no longer used to learning and those for which training
processes must be integrated with the pace and times that the learners
can afford.
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fildeare, mettere a punto, sperimentare e va-
lidare un complesso ed innovativo modello di
formazione professionale aperta e a distanza
per il settore dellie-Government che attraver-
so la cooperazione di una rete transnazio-
nale di pubbliche amministrazioni, imprese,
istituzioni formative, assicuri a tutte le realt™
che operano o che vogliono operare nella co-
municazione e nella gestione delliinformazio-
ne pubblica innovativa, formazione di base e
permanente, per lladeguamento costante ai
saperi nuovi e alle nuove competenze, orien-
tando, nello stesso tempo, le competenze
delle organizzazioni pubbliche e delle impre-
se delliICT, supportando entrambe nelliinter-
vento nel settore dellie-Governmento.
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The e-Government Village project takes its place within the scope
of the public communication sector and of governance which, involved
by important changes brought about by the advent of the information
society, requires strong investments in human resources as in public
administrations and on enterprises, in terms of technological innova-
tion, of evolution of the productive processes and of the organisational
processes, of the dynamics and on the communication methodologies
and relation with the territory and management of the services. The
main recipients of the project may, for that matter, be split into diffe-
rentiated targets that can utilise the ynal products of the project and
services connected to them with a differentiated potential of inquiry,
coherent with the various needs and expectations.

The project is addressed mainly to:

Public Administration employees that aim at introducing or im-
proving their own relationship with citizens and enterprises for the pur-
pose of offering them better and more efycient services and all this
within a society which is more and more an information and knowledge
society.

For this group of recipients the project has experimented partly sha-
red training and information products and services, partly differentiated
by type within the same Group.

Common elements of the supply are:

A instruction, training and education on Governance in its more
evolved form, in conformance with the needs of the information
society (e-Government);

A information, structured, on the sector of e-Government and on the
opportunities offered by it, as well as on the initiatives and the good
practices at the European level,

A virtual spaces for exchanging good practices and promote
cooperationamong public administrations and these with enterprises
of the ICT sector;

A in respects with the various types of roles and functions, e-GoV
may offer the following products and differentiated services: to
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decision makers and employees at the operational level of
Public Administrations;

A e-Learning training models relative to the topic of organisational
structures in support of e-Government, to use in formal and non
formal learning processes;

A integrative didactic materials relative to the aforementioned modules;
A managers/employees of ICT enterprises, in particular SMEs, that
wish to operate or already operate in the e-Government sector.

A the project can offer even to this group of recipients models for
training, structured information products and services on the
e-Government sector and on the opportunities offered by them, as
well as on the initiatives and on the good practices at the European
level;

A virtual and interactive spaces for the exchange of good practices
and promoting cooperation among ICT enterprises and public
administrations;

A obviously, even the operators of training agencies and of all
other realities that operate in the education and vocational
training sector may beneyt from the ynal products that
characterise the e-Government Village for which the e-Government
Village may represent a training model aimed at shaping lifelong
training processes, characterised by tools, methods and speciyc
materials and a training approach applicable in operating contexts
characterised by constant change.

The Project has identiyed two main sectors of e-Government that
have a cross-over aspect and therefore inclusive of more areas of
e-Government itself and which we have previously described:

k the Territory Marketing sector;

A the sector of Communication ynalised towards e-Government
In said areas e-GoV upholds that the pivotal innovative specialist
ygures and on which the Project is going to focus its attention, are
the following (their names have been introduced by the Project
itself;

A e-Government Services Agent for Territory Marketing;

A Expert in Communication ynalised towards e-Government.

The entire training and information model of e-GoV is built with an
approach centred on the learner, thatis to say a model in which the
entire system of formal training (made up by modules and by training
courses in e-Learning) and non formal (made up by the debate and
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meeting spaces and services in the sector) is integrated within a syste-
mic intervention which on one hand gathers the needs of the users and
on the other transforms them into ad hoc training processes.

The intention, exactly from the perspective of creating a training
system that is capable of changing dynamically and constantly in res-
pects to change and needs, has been that of realising a Model in which
the formal learning processes are not separate from those of exchange
of ideas and opinions, which represent even likewise informal learning
settings, for which a meeting point has been realised where one can
schedule appointments or, more simply put, where to reside and obser-
ve (e-Piazza).

A space where activities, ideas, doubts, changes, discoveries of
e-Government which go through it, meet and exchange ideas/opinions,
are made to be known and receptive by the Public Administration and
by the ICT enterprises.

This the role of the Village (which gives the name to the Project) whi-
ch, on the road, has changed into Square (e-Piazza), a place of synthe-
sis in a too large and dispersive village. In the e-Government e-Piazza
training initiatives and information will be produced and delivered (in
e-Learning), also ynalised towards the guidance of public administrators
and of all those that work or wish to work in the e-Government sector.

e-GoV Observatory e-GoV Piazza e-GoV Training Area
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1.1 e-Piazza

The e-Piazza, will be the information board and guide to the world
of e-government, as well as the virtual meting point for identifying and
spreading good practices of e-government. Inside it we will ynd the
e-Gov Observatory, which will contain information, researches and
initiatives relative to developing public communication strategies in the
Information Society and the e-Gov Training Area, through which di-
stance learning products and courses for public and technical opera-
tors of the sector are provided. (refer to. Chap. 3)

e-Piazza will take care of delivering information services and gui-
dance for the world of e-government, will favour managing of a virtual
meting point for exchanging good practices between Public administra-
tions in the e-government sector, allow spreading research activities
and analysis carried out by the Observatory on the world of Public Com-
munication in the Information Society and, lastly, will achieve distance
training tracks for public operators and technicians of the sector.

Lastly, the section iThe good practices cornero (refer. Chap. 2)
aims at utilising communication as a tool for spreading good practices
experimented in the world of e-government. Although presenting itself
as an important opportunity of visibility for the more innovative projects,
this space aims at promoting forms of communication and cooperation
for the exchange of experiences.

For that purpose, the section has been structured in such a way as
to not only constitute a showcase of excellence cases, but also be an
actual tool for spreading ideas, initiatives, experiences.

All the projects will be entered into a data bank, and can be ac-
cessed via a search engine that allows yltering the interest categories
(type of Administration, sectors and areas of innovation, etc.), and for
each project we may signal the presence of materials for inquiring, ope-
rational tools and the availability of the Administration to realise direct
experiences of contact and exchange with other P.A.s interested in re-
plicating success stories or simply exchanging opinions.

The structure of the section will be articulated in the following
areas:

an introductory area (HOME) where the goals of the section and
the type of documents contained in it will be illustrated;

a Suggest a project area, where one can download a form by
which suggesting an e-government initiative to be submitted to the
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drafting of the section so it can be entered in the data banks of good
practices;

a Search the DB area, basically made up by a search engine (via
keywords) for searching the DB of good practices;

a most searched Good practices, with a list of 3/5 good practices
that have registered the largest number of searches;

a Forum area ynalised in favouring a direct contact among the PA
operators interested in the application areas of more innovative
e-government.

The e-Piazza is accessed through the dedicated portal www.egov-net.
org through which one may ynd the life and activities of projects in addition
to spreading of results obtained (intermediate and ynal) and information
on the international initiatives started in the scope of the same.

1.2 The Promoter

It is not our intention to linger on the important role of the Local Au-
thorities in the policies of the Union and on the basic function that they
carry out in realising Community programmes; this aspect was dealt
with extensively by Dr.Murdica previously.

We wish to underline the non causality of the action promoted by
the City of Naples.

For the Neapolitan local Authority venturing on an experiment of this
scope, as mentioned in this publication, is more than just an important
opportunity, rather it represents the continuity of a road undertaken
in 1997 when Naples Local Administration started the testing on fite-
leworkd proposing, within the scope of the ADAPT Il Community Initia-
tive, the project fiTelework and Local Developmento.

The quality of the results of that testing, to this day still considered
one of the most signiycant among those realised by a Local Authority
on the entire territory of the Union, has allowed to develop new actions
aimed at responding to the questions posed by ICT on topics like job
quality, participation, democracy and above all the ability to respond to
new needs which, in terms of citizen services, technological innovation
places to Public Administration.
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In fact, the e-GoV project employs the results achieved through the
TES Project that the I.T.I. iIF.GIORDANI0 of Naples realised in partner-
ship with the city of Naples developing, in particular, the technological
infrastructure, the distance training system on the model of the Tele-
services Centre realised, exactly by fiTelework and Local Development?
project.

We need to underline the experimental nature of the e-Gov project
which, is far from being the only and above all, all-inclusive one. The
aspiration is that of supplying possible responses to the novelties that
ICT introduces in government action.

It goes to say that the City of Naples has already started and by now
pratically concluded the multiproject on e-government for which it is
appropriate here to provide some summary information using.

fiThe multiproject, realised by the City Administration as head Part-
ner in collaboration with the Province of Naples, Port Authority, Uni-
versity fiFederico 110 and the City of Genoa, approved and ynanced
by the Ministry of Innovations and Technologies, takes place in the
scenario identiyed by the iRegional strategic plan on the Information
Society and enjoys co-ynancings by the Campania Regiono.

The project, which ynds in cooperation and in interoperability among
Agencies its inspiring principles, is articulated in various speciyc initia-
tives, all practically realised and ready to take off by next spring.

The Multichannel Metropolitan Portal is a portal that will allow the
citizens and enterprises of the metropolitan area of Naples to access
services and information of City, Province, University fiFederico 110
and Port Authority through a multiplicity of channels: web, wap, sms,
neighbourhood agencies, call centers. Over 100 services traditionally
delivered through the windows of the agencies become today acces-
sible via web, changing the relationship between citizens and local
public administration. With the Multichannel Metropolitan Portal Pu-
blic Administration, will be at handis reach, that is, at mouse reach:
citizens, tourists and enterprises will be able to use, via internet, from
their home phone or by a normal mobile phone, of the new techno-
logical setup of Public Administration: demographic services, to per-
son, tax, Province services, of the University, urban services, port, of
information.

The goal of SISDOC (Metropolitan Document System) instead, is
that of realising a system for managing document pows which, through
automation of certain fundamental internal processes, allows, at the
metropolitan level, the start of new cooperation modalities of coope-
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ration among territorial Agencies involved in the complex process of
managing information. The rationalisation of the back-ofyce proces-
ses constitutes the chief prerequisite for delivering on-line services to
citizens and enterprises. A series of modular applications aggrega-
tes among themselves the individual services of electronic protocol,
certiyed mail, interoperable document pows, administrative acts and
private building. The innovation will impact citizens and enterprises on
the side of communication and interaction with Public Administration,
both in the medium-long and short periodd.We are in the presence of
an innovative practice that our project will take care of making fiobser-
vabled in its e-Piazza to those willing to see.

1.3 The partnership

We have already underlined the value that a partnership adds, to
a project action, made up by public and private structure coming from
different social, cultural and economic realities. The e-Gov partneship
(Italy: Comune di Napoli (promoter), SILABO srl (coordinator), ANTA-
RES ar.l., Onlus La Fenice, University of Roma Sapienza, Province of
Naples, Province of Roma T Romania: CTANM Polytechnic University,
Bucharest 2A District T Greece AllWeb Solution S.a T Spain ACISA no
proyt Enterprises association). Has been an added value considering
that its make up is the outcome of the network of relations that the
head City Council has built during the years by participating in projects
ynanced by the EU but, above all, as active player in the community
debate on the role of cities in the building of the Union.

A consolidated experience has allowed a true cooperation among
players used to compare and draw from mutual experiences opportu-
nities of growth.

In the following chapters, especially in the second one, research of
common approaches and identiycation of sustainable solutions, there-
fore valid in spreading, demonstrate how much this statement is true.

Debate does not only represent a need in direction of a real Union
but it is without doubt the true added value that the opportunities offe-
red by the programmes ynanced by the EU offered to the participants.

The organisational structure deyned for managing the programme
has been structured into work packages, of which 8 have been envi-
saged, each partner taking on the responsibility of coordinating one
and for each package a designated member from the partnership has
been requested. The validation of each realised product has occurred
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collectively during the various transnational meetings achieved in each
of the participating countries.

Thanks to this approach we have managed to realise the products
together, no action was undertaken without the complete participation
and mutual sharing of the partnership.

The choice to verify and validate each and every product during our
transnational meetings has revealed to be effective and guarantee thair
sustainability, on each of the territories involved and, thus, considering
the breadth and heterogeneity of the partnership, it is not risky to state
that the sustainability is extended to the entire community territory.

1.4 The Book

The idea is that of illustrating the project and its results, by a sim-
ple and comprehensible reading of a complex road that has involved
players of various countries (Spain, Italy, Romania and Greece) on the
topic of e-government.

Quite a daunting task that of describing the paths and possible so-
lutions on this topic, moving from such variegate realities in the history,
culture and social organisation. Truly a fascinating work, however, whi-
ch has drawn value right from the differences borne by each partner,
ensuring, in our opinion, the sustainability and possibility of spreading
of the products realised on the entire community territory.

This book has been realised by the representatives of the organisa-
tions that make up the partnership of the e-GoV and Government Villa-
ge Projects and the topics faced make up the entire sum of repections
and solutions that this partnership has produced in the span of these
two years of hard but passionate work.

The Second Chapter fiE-GoV reference scenariod by Laura
FRANCESCHETTI moves from a shared process of deyning the e-go-
vernment policies. Moving on then to facing the e-GoV Village project
that focuses its attention on the application dynamics of the ICT both
in the structures and in the internal processes of public organisation
(back ofyce), as on the administrative activities that develop interac-
tions with the citizens and enterprises (front ofyce). The intention is that
of selecting, analysing and promoting electronic government initiatives
aimed at a greater involvement of citizens in the public decision making
process. The project not only focuses on the innovative scope of the
new technologies for improving the communication function performed
by the administration, but structures a tool for the exchanging of good
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practices that favours the valorisation and spreading of success stories
in the sector of communication for e-government.

The appendix contains the questionnaire for selecting good practi-
ces.

The third Chapter entitled fiNew skills T methodologies and re-
sultso T a collaboration of many people of the ANTARES and DIES
partners (Stefano Bertoldi & Laura Franceschetti T describes the pro-
cesses that conyrm the initial assumption: egov requires both the re-
conversion of existing professional ygures as well as new professional
ones directly connected to the needs and processes which e-Govern-
ment demands.

Research methodologies used and results obtained are also discus-
sed; obviously the choice to limit testing to only two professional ygures
is closely linked to the availability of resources that our project can put
together.

And in any event the results reached provide, to whomever wishing
to utilise them, tools and methods T that can be transferred both in the
public as wll as private sector T that facilitate the process of deyning
needs and necessary competencies to meet them.

The appendix shows the Questionnaire for assessing the technical
and professional competencies of the e-government services agent for
territorial marketing.

The fourth Chapter fiThe Piazza and technological choiceso by
CTANM T ALLWEB Solution (Tom Savu & lliana Korma) discusses the
technological choices adopted and realised by e-gov.

The technological choices and the realisation of th environments,
both portal as well as platform, have seen involved, as for any other
project product, the entire partnership. Even in this case the differences
have been at the center of debate. The choices have taken into ac-
count not only the effectiveness but also the cost-effectiveness of the
solutions adopted, considering possible use on the different territories.
Interestingly enough, the results appear in light of the fact that to realise
them are a public structure together with a private one, a University and
an ICT enterprise.

Obviously, the life of the project has represented for each partner
an opportunity for exchanging ideas and opinions on the e-government
topic.

Final contributions of this book refer to the experience of each par-
ticipant to include judgements on the value the experience itself as ad-
ded to the institutional activities for each one.
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2.1 e-Government: a shared depnition

eGoV T Village is a European project characterised by a network
of wide ranging partners spanning a host of different countries (Italy,
Greece, Romania and Spain) as well as a range of actors adhering to
the network. Among the partners of the project we can count up public
administrations as well as representatives from the business world, be
they providers of e-government services or university institutions.

This diversiycation distinguishing the network has from the start
underlined the indispensable operational needs for realising, in a
methodologically proper manner, all the work phases envisaged in the
project working plan. Since each partner represents a different way of
interpreting the e-government process, as each one was at the same
time provider and/or user of different national experiences for applying
Information and Communication Technologies (ICT) to the processes
of public services delivery, we cannot overlook the need to produce
a mutually accepted and recognised deynition of the fie-governmento
phenomenon by the entire project group.

It became clear from the very start that a single universal deynition
of the term was not only impossible to ynd in the entire project network,
but also impossible to be universally accepted among the international
and national institutions which more than others promoted the spread-
ing of these new ways of delivering public services, and even less so
among the major scholars of the phenomenon.

A range of e-government deynitions have been identiyed, conse-
quently proposed by the various actors T institutional and non T for the
purpose of revealing, wherever possible, a minimum common denomi-
nator among the different meanings.

According to various authors, among whom D. Holmes, e-govern-
ment fiis use of Information Technology for delivering public services
more effectively, using a customer oriented method, less costly and at
the same time different and better. It affects the relations of the indi-
vidual agency with the users, with the enterprises and with other public
agencies in addition to internal commercial procedures and on employ-
eesi. (Holmes 2002, 18)

Starting off from this deynition, oftentimes, the e-government expe-
riences undertaken in various western countries are described by look-
ing at the areas of activity of Public Administration as distinct sectors.

On one hand, focus is given to the ICT application dynamics inside
the administrations themselves, or better put the back ofyce, which in-



2 A e-gov: reference scenario

e-government between needs and competences

cludes all the facilities and internal operations of public organisation
that support the main processes and which are not directly accessible
and visible to the end users, but are fundamental for producing public
services. In this area the application of new technologies is chiepy lim-
ited to organisational procedures, to information pows and to decision
making processes for the purpose of improving and rationalising the
working processes of Public Administrations and develop cooperation
and mutual relationships. Meaningful examples can be found in the on-
set of the yrst databanks in the early 70s, of personal computers in the
80s, web service and email systems in the 90s and of the recent data-
warehouse®® and knowledge management!® systems adopted in certain
public organisations.

On the other hand, focus has been placed on applying the new
technologies to all the front ofyce facilities and organizations of P.A.,
meaning all the administrative activities that develop interactions with
the citizens and with the enterprise and other public agencies. In this
area the new technologies seem to attain, in fact, clearer results from
the moment that they are not only used for increasing information ex-
change with the public for a more effective delivery of online services,
but also to foster integration among the various administrations for the
goal of increasing efyciency, effectiveness and economic savings.

This deynition, for that matter, even if it underlines the importance of
a service of delivery that better meets the needs of the citizen (therefore
customer oriented), it recalls a rather fitechnologicalo vision of e-gov-
ernment, that is realised by emphasising all the digitalization processes
of Public Administration procedures.

Changes brought about by new technologies assume however a
double appearance as they are at the same time the main ingredients
for evolving of the system and results of the process. Hence, they both
make up the conditions for emerging of a fivirtuous circled, where pub-
lic administration by innovating itself and the way it works becomes a
driving force of change, as well as the realisation phases of a broader
process of innovation whose goal is that of improving the overall gov-
ernance of the public welfare.

As it is common knowledge that the e-government phenomenon is
a process of change for the organisational structure of the public sector
through which improving the relationships among citizens, enterprises
and administration. In any event, as D. Stedman Jones and B. Crowe
state (2001) ¢simply automating existing services is not enough: they
and the organisational structures which surround them must be trans-
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formed if the full potential of ICT is to be realised. [&] most e-govern-
ment initiatives have focused on increasing efyciency and customer
responsiveness. [€] e-government is seen as essential to aid business
in their interaction with the stateé.

Therefore, it is not oftentimes just a matter of realising a mere tech-
nological innovation, but rather a change in the way public action is
necessary which takes shape in the reformulating of organizational
processes, in developing human resources, in the standardisation, sim-
pliycation of administrative procedures and in the reorganisation of lo-
cal self-governing authorities in correspondence to the central system.

A broader meaning of the term goes beyond the previous adminis-
trative context for emphasising thte political one, underlining the posi-
tion and strategic importance of the institutional actors involved, the en-
tity of rebound effects on the citizens and the dynamics of democratic
participation that are made possible; without underestimating, in any
case, the prominence of new technologies for promoting transparency
of the administrative activity and spreading of information.

Two supranational institutions in particular have developed docu-
ments cantered on this different deynition of the phenomenon.

OECD in fact deynes e-government as fithe use of information and
communication technologies, and particularly Internet, as a tool to achieve
better government (improving policy outcomes, quality of services and
enabling greater engagement with citizens)o (OECD 2003, 11).

In the same vein the European Commission in the e-Europe 2002
action Plan states that the main goal is firealise the economy in Europe
based on the most dynamic and competitive knowledge of the world:
an Information Society, that is a type of social and economic structure
based chiepy on the use of Information and Communication Technol-
ogy, to be pursued through two strategies: the support and promotion
of innovation and inclusion of all citizensé (European Commission
2000).

In both the deynitions, in addition to a special focus on the need to
improve the quality of services offered by public institutions to the citi-
zens through the use of ICT, the need for promoting these innovation
processes is highly stressed for encouraging the active involvement of
citizens in the activities of the PP.AA.

In order to develop a model of digital government we cannot un-
derestimate, for that matter, the role carried out by the citizens. The
widespreading of digital technologies among the citizen-users has in
fact, on one hand, facilitated the start of the cultural modernising proc-
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ess within the public sector facilitating the entry of ICT into the working

processes; while on the other determined a change in the demand for

public services triggering a greater focus on the quality of the service
in terms of response speed, accessibility to information, effectiveness
and cost-effectiveness of the public action.

When we talk about recipients of the public administration activity,
furthermore, we cannot neglect also the contribution coming from the
market. Not so much in light of the fact that the economic players (busi-
nesses) are users of public services and thus may carry out the same
function fiof stimulating innovationt performed by citizens, rather than in
relation to developing new services and building network infrastructure.
Public administration, in fact, may through proper regulatory interven-
tions contribute in generating a favourable environment to private in-
vestment so that these may contribute then towards a greater spread-
ing of the broad band network and of an innovation in the telecommu-
nication services. The market players consequently ynd themselves
in the particular condition for which they are not only on line services
users but also co-providers of administration in providing the same.

A more exhaustive deynition of the process, at this point, seems to
be that offered by Calise T De Rosa when they uphold that e-govern-
ment is fiuse of modern technologies of information and communication
to foster the involvement of the citizen-users in the decision making
processesi (Calise T De Rosa 2003, 259).

In this sense, the process of approaching a ficonsolidatedo deynition
of e-government seems on one hand, to proceed along the line of the 4
phases of the evolution of the implementation process of the e-govern-
ment plan, proposed by OECD [€]. In particular, we move:

- from an initial phase of a simple information management via the
web (Information),

- to creating interactions on various levels among citizens and
public administrations and among the various administrations
(Interaction),

- to the possibility of obtaining on line services (Transaction),

- up to realising integrated processes among the administrations
directed towards producing services with reduction in costs and
increase in the effectiveness and efyciency of the public action
(Integration).

On the other hand, the semantic passage from e-administration
follows (that is the use of ICT for organizational and procedural inno-
vation within the PA) to e-government (which envisages applying ICT
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for improving inter-organisational relations of the PA with their users)
arriving to T nevertheless, a phase of interactive-egovernment (or
advanced e-government) that envisages active involvement of citizens
in assessing the services delivered.

The next step is that which proposes a deynition of e-government
which is closer to that of e-governance, as advanced by OECD in a
2001 report, stating that fie-governance is the public sectoris use of the
most innovative information and communication technologies, like the
internet, to deliver to all citizens improved services, reliable information
and greater knowledge in order to facilitate access to the governing
process and encourage deeper citizen participationo.

Even the Ministry of Innovation and Technologies in the Guide-lines
for the 2nd announcement of the National Plan of e-government under-
lines this extension of the concept: iTo be citizens in the information
society does not only mean being able to access the services of a more
efycient PA, capable of tailoring its own services on the needs of the
users (e-government), but also being able to participate in a new way
into the life of political institutions (e-democracy), taking into account
the changes developing in the relationships between public and private
actors (governance processes)0.

The meaning of e-government shared in the realisation of the e-Go-
vernment Village project, therefore, has been the following:

e-governance is the public sectoris use of the most innovative infor-
mation and communication technologies, like the internet, to deliver to
all citizens improved services, reliable information and greater knowle-
dge in order to facilitate access to the governing process and encoura-
ge deeper and active citizen participation.

A deynition extended to e-governance, for that matter, which not
only seems that more apt to the new contexts that the PA must face,
characterised by stronger sectorial and territorial interdependencies, by
greater expectations of the citizens and therefore by more cooperation
among public and private players as well as deynition of the policies
in the delivery of the services, which appeared to be the more apt to
pursuing strategic objectives of the project itself.

2.2 New Technologies for effective communication

Before facing the problem of developing adequate strategies of pub-
lic communication in the Information society, we need to understand
what exactly does fipublic communicationo mean.
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Starting from the works of important learners?® who more than oth-
ers have grappled with the hardships of deyning this matter, we can
see that there are two ways of understanding the fipublico meaning of
communication: that which refers to the subject-source (Rolando 1995)
and that which instead, is based on the subject-recipient (Arena 1995;
Mancini 1996).

In the yrst case the activity performed by fipublicé players is included
in public communication. Therefore, political communication (of par-
ties) as well as social solidarity communication (produced by institu-
tions) and institutional communication fall under this category, thatis to
say:

fithat which originates exactly from the institutions and from the ad-
ministration of the state without mediations and does not aim at building
political consensust (Rolando 1995: 32)

The other categorisation, instead, takes into account the status of
the recipient of communication activity. In this case:

fithe ¢publicé nature of communication is an objective data, not su-
bjective. If, by ¢publice, we mean as counter posed to ¢privateg, in the
way that the communication in question aims at meeting the interests
not of the individual players but of the community as a whole, thus for-
ms of ¢public communicationé are possibly realised by private players,
not only by public playerso (Arena 1995: 13).

Discipline, therefore, includes for the most part the action and organ-
isation of central and local public administration, but also includes a sig-
niycant part of those agencies and yrms which, regardless of their legal
nature, deliver important public services (energy, transportation, public
health, etc.) and are bearers of prominent social and cultural interests
(volunteer associations, third sector, non proyt) (Rovinetti 2003).

The two meanings, in any case, do not exclude each other but rather
offer two descriptions of the same reality. We can therefore refer to
a much broader deynition of public communication that includes both
sides of the communicative process and which is realised in the send-
ing of messages, encoded based on certain rules, among the sphere
of public power and the citizens recipient of that power?:. It is a bilateral
broadcast which triggers among the two players a signiycant interac-
tion, ynalised towards public interest.

According to G. Arena??, there are three possible ways of using
communication by public administration:
A The judicial-formal, that is, used to legally regulate the relations
among players members of the same system;
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A That directed mainly towards informing the users on how ofyces
perform, on the regulations applied and on the performances
offered which represents the communication of service;

A That used by the PA for realising the model of shared administration
which is required for resolving a general interest problem and
which allows realisation of the organisational formula based on the
collaboration among administration and citizens, rather than the more
or less clear cut separation between administration and recipients.

Only when public administration succeeds in realising a type of com-
munication similar to the one described in item 3), can we therefore say
that the bi-directional and symmetrical dimension of the communicative
process has been implemented. In this perspective, therefore, the insti-
tutional communication actually represents the leading pillar of public
communication, because it has managed to overcome the limits of the
traditional pow of unidirectional and top-down communication opening
up to a perspective of listening to the recipients, valorising the pow of
bottom-up communication too%.

Even the communication function, as all the other functions carried
out by the administrations, has been affected by the recent process of
modernisation of the public apparatus. Introduction of information and
communication technologies (ICT) has signiycantly changed not only
the operating procedures of public administrations, internal organisa-
tions and the relational models among the various administrative units:
it has also entailed considerable changes even in the ways of interact-
ing with the citizen-user.

Up until two decades ago, in fact, public communication was char-
acterised by the absence of technological content (placards, pyers,
Ofycial Journal) or by a technological structure hardly deyned as be-
ing innovative (teletext, television advertisements, etc.). Only recently
have strongly interactive tools been introduced such as e-mail, the civic
networks, telephone (even with advanced applications such as vide-
oconferencing and call-centres), and relatively interactive tools such as
institutional sites, thematic portals and fismsé messages.

Talking about icommunication for e-governmentd in fact underlies
a bidirectional and symmetric meaning of the process of promoting
informatization activities of the PA and of involvement of the citizens
through ICT. And only if we aim at realising e-government strategies
that can lead to the third level of citizen involvement (according to the
scheme proposed by OECD in a study of 2001) can we plan a commu-
nication activity that is worthy of this name.
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Three levels of citizen involvement

Information one way process, where the government produces
and releases information so that the citizens may use it.

Consultation two-way asymmetric communication, where the citi-
zens provide a feedback to the government.

Participation two way symmetric communication, based on colla-
boration with the government, where the citizens take active part in the
decision-making process.

(Source: OECD, 2001)

It is evident here that this distinction highlights the roles of institu-
tions and those of citizens in the three levels of involvement identi-
yed. If, in the yrst instance, the passivity of the citizen recipient of the
informative pow is clearly undeniable, the same cannot be said for the
two subsequent levels. As can be obviously stressed that in consulta-
tion processes the institutions are the ones who take the initiative to
open up a channel of communication with the citizens, this changes in
the flactive participationd processes where the citizens are promoters of
their own proposals, for which they seek to open up a channel with the
institutions.

All these tools have increased the bi-directional potential of commu-
nication of public institutions, but this does not automatically guarantee
their implementation from the moment that this is a function of the infor-
matisation level not only of the administrative apparatus, but also of the
society it is addressed to.

If in the yrst case we refer exclusively to the digitalisation processes
of the PA procedures (both in the treatment of the practices as in the
delivery of the services), in the second, our attention is focused in-
stead on afyrming the so called filnformation Societys, thatis to say the
spreading of the use of reticular infrastructure of ICT as based on the
processes of contemporary socialization?*. There where the developing
of the digital society unfolds in a less harmonious way and the acces-
sibility of public informatics is limited, in fact, conditions of digital divide
occur characterised by the exclusion of more or less broad categories
of the population from the new ways of interacting with public players,
for reasons that go from a scarce spreading of technological infrastruc-
tures on the territory, to physical deycits in the use of these tools, to
cultural deyciencies.

In order to overcome these critical elements, the various European
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governments, behind the drive of Community institutions, have trig-

gered precise strategies for afyrming Information Society articulated in

the following areas:
promoting adequate informatics infrastructures and free and
competitive contexts for access to the ICT sector;

L realising effective national models of e-government (by developing
new ways of delivering services and adopting shared standards of
interoperability and cooperation);

A developing human capital (through investments in training, edu-
cation and research projects);

A enhancing e-commerce (by deyning more speciyc rules and
procedures).

In this context of innovation, in order to guarantee a bidirectional
symmetric communicative relationship among public institutions and
society (whether citizen or enterprise), public administrations, however,
were not able to just simply rely on computerising the services deliv-
ered?®. The underlying risk in this action of mere informatic transposition
of public services (even communicative ones), in fact is, on one hand
that of perpetuating top-down relational methods (of pure informative
nature, considered the asynchronous nature of many new communica-
tion channels), on the other that of favouring innovative communication
tools to the detriment of traditional channels which in any event ensure
reaching those users who, although in different conditions than that of
digital divide, have in any case right to an informative/communicative
action from the State.

In analysing public communication strategies in the Information So-
ciety we cannot neglect also the inpuence exercised by the communi-
cation means adopted.

Although many voices rise against totally replacing traditional com-
munication means with new ones, in any event we cannot deny the
central position assumed by Internet in the processes of public com-
munication. The reasons are quite evident: speed, bidirectional, the
relative simplicity and cost effectiveness of this new tool compared to
traditional media. In order to foster fondness for this speciyc technology
and the assumption of interactivity it is instilled with, which seems to
favour implementation of effective strategies of involvement of citizens
in the decision-making processes of the PA. More and more tools are
becoming widespread depending on the different degree of ensured
interactivity, that may be distinguished between fitools for listeningé and
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fitools for talkingd. Among the yrst, we can include emails, surveys and
guestionnaires. Among the second, we can ynd instead mailing lists,
discussion forums and chats, blogs.

Another important aspect of the impact of new technologies on com-
munication strategies of the PA is, lastly, that which gives a new focus
to internal communication.

We cannot ignore the existence of a connection between internal
communication and external communication when, in fact, we consider
that:

A the quality of internal communication is the condition of the quality
of external communication;

A external communication also reaches internal public;

A the need to connect emerges from the principles of integrated and
global communication.

In the speciyc case of applying the information and communica-
tion technologies, then, this relevance is self-evident if we think of the
growing need of realising databases for the exchange of information
within the administration (datawarehouse) and to the spreading of
knowledge management techniques. The administrations must, for this
reason, adequately redesign their organisational processes in relation
to the need of developing interactive methods of internal, interinstitutio-
nal and citizenry driven communication.

This need becomes the more imperative the more we contend the new
dimension of democratic government taking over T governance T which
calls for the strengthening of relations of exchange and cooperation
among public and private actors, and the participation of citizens both as
individual actors as associated ones, with diversiyed cultural, social and
productive interests both in quality as in the time perspective.

2.3 A tool for exchanging best practices

We have already had the opportunity to underline how the evolution
of e-government presents different dynamics as much among member
countries of the Union as in the individual European public Administra-
tions. Everyone seems to attribute to the web considerable potential for
improving the relationship with respective users.

The immediacy of the Internet, in any case, which draws enthusiasts
of the electronic methods of delivering public services, risks becoming
at the same time a serious limit, because the temptation in which the
administrations may fall heir to is the lack of design and conception on
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the importance of the messages put across by oneis own institutional
site.

In recent years, so called fishowcase sitest have multiplied conside-
rably, Internet sites of public administrations that do appear to render
a service to the citizens, but rather a pretension of the administration,
which only publishes self-referential information earning, in the best
cases, in transparency. We are dealing here with sites achieved without
the use of adequate professionalism and without the active involvement
of the entire agency, designed to die little by little after publishing on the
Net, for lack of updates.

These are panked by the so-called fidata-banké sites that are desi-
gned to ynd out fiwhat users want and who they areb so useful docu-
ments and information can be made available to them. And then, in
correspondence with the last phases of the development of e-govern-
ment identiyed by OECD (2001) we have fiinteractive sites, that are not
necessary only as bureau windows and as data banks but also as an
interface for a bidirectional communication and as a tool for executing
paperwork and delivery of transactive services.

The closer we move to interactivity however the more the web loses
its characteristics as communication tool to become a tried and tested
administration and service tool. The network can work without a doubt
as support to services already in existence, but can be above all strate-
gic support to the image of the administration for the purpose, therefo-
re, that is not simply a feather in the cap of the agency but becomes a
tool for giving actual utility to the users.

In particular, via web communication must respond to fundamental
criteria such as correctness, timeliness, attention to the different cate-
gories of recipients addressed to, simplicity, utility and lastly must not
create expectations which realities of services of the administration is
not capable of satisfying.

In actuality, we must emphasise that via Internet communication,
although very interactive, cannot however guarantee sure levels of ef-
fectiveness. These are chiepy in function of a profound knowledge of
the target and of its needs, which are reached only if one has great ca-
pacity and will to listen. The new technologies are great for transform-
ing communication into services, but only if based on a willingness to
document and renovate (customer oriented). The involvement of all the
sectors of the agency is as important: otherwise, only a fipartiald com-
munication will always be achieved. Lastly, fundamental circumstance
is the re-engineering of the operating processes, correctly assessing
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the organizational impact of the new technologies. This brings us to ask
ourselves: what consequence does the transparency guaranteed by
the publishing of certain information on the web have in terms of work
load? What organizational changes are necessary for implementing an
online service? What type of resistance can be met in the organiza-
tion?

To these questions, and especially to the relative curiosity to ihowo
the various European administrative realities have managed a solu-
tion to these issues, the e-Gov Village project has tried to provide an
answer, proposing the building of a tool for exchanging best practices
already tested in the sector.

Best practices may include, speciycally, elements relative to the
technology adopted as well as organization of the services and training
and they are characterised as a long term commitment required from
the interested parties. The exchange of experiences and the adoption
of the best practices may allow the realisation of considerable savings
for the generalised spreading of services and contribute in laying the
ground to interoperability and interfunctioning among administrations.

This basic truth of action directed towards valorising and spreading
the success experiences already promoted at the European level with
speciyc initiatives such as the IDA programme (a valid tool for sup-
porting the developing of Paneuropean interactive public services and
ensure exchange of best practices among the member States) or even
the eGovernment Good Practice Framework?®. To the same principles
are inspired national speciyc initiatives such as the basic idea of reus-
ing e-government solutions promoted by the Department for Innovation
and Technologies in Italy?”.

Within the scope of these wide-sweeping initiatives, the e-GoV Vil-
lage Project has aimed at realising a Permanent observatory on public
communication in the Information Society geared towards guarantee-
ing the gathering, aggregation and spreading of ofycial statistical data,
initiatives, reseach and studies relative to the developing of the Infor-
mation Society at both the European and national, as well as local level
for the purpose of providing a valid informative support for the develop-
ing of local sector politics.

In particular, within this planning setting we have decided at yrst in
dedicating speciyc attention to the new strategies of public communica-
tion on the marketplace with the use of informatic technologies, starting
from the consideration that the instating of ICT has produced as more



by Laura Franceschetti

relevant result in the process of developing the Information Society as

the afyrming of new management methods in the relationships of the

public administrations among themselves and with the end users (both
citizens and businesses).

E-government processes, in this manner, have been realised in
which not only the informative scope is fundamental, that is unidirec-
tional service relationship between administration and user, but also
the communicative and bidirectional scope that valorises the listening
functions of the administrations towards the citizens and of the terri-
tory.

Secondly, speciyc attention is dedicated, in this section, to the ex-
periences of promoting the territories through the use of ICT, that is to
say the initiatives of Territorial Marketing which, utilising the new tech-
nologies can foster the economic modernization of local settings with-
out neglecting social integration. The e-government solutions in this
sector in fact may allow an effective synergy of general programming
(national and supranational) with the programming of the regional and
local networks.

The speciyc objectives of these initiatives of the e-Gov Village
project, for that reason, have been identiyed in:

A ensure constant monitoring of the sector regulation of the main
thematic publishing;

A guarantee an adequate knowledge and spreading of the principle
international, national and local initiatives for the developing of the
activity of Public Communication in the Information Society (both as
projects and as conventions and seminars);

I gather and catalogue updated statistical data on the modalities of
Internet use and of the new technologies (electronic mail, electronic
document, digital signature, forum, chat, videoconferencing, etc.) in
the activities of Public Communication;

A provide local administrators knowledge and comprehension tools
of the developing of e-government processes.

The various partners of the project have allowed to select the follow-
ing good practices of e-government?:,
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Province of Naples (ITALY)

AGENZIA SERVIZI INFORMA GIOVANI, coordinated by U.R.P.
(Ofyce of Public Relations). www.provincia.napoli.it

Objectives: Develop culture of juvenile participation in social and
political life. Territorial promotion to the needs triggered by the indivi-
dual youth realities. Sharing and direct participation of all players in
local politics. Coherence and homogenization of ASIG services.

Main results: Deyne common standards of quality in the action of
the individual ASIG centres. Establishing of 17 I.G. centres on the terri-
tory that manage over 50 points on the areas of responsibility.

Main implementation actions: a) Designing of a Web communi-
cation system which is also accessible to people with disabilities; b)
realisation of shared network computer archive by the centres and de-
signed on the basis of youth needs, catering to the needs and interests
of youth (education, training, work, culture, leisure time,etc); c) promote
and spread via WEB, through the building of forums and virtual piaz-
zas, events, discussion and group forums to discuss youth issues; d)
survey on customer satisfaction of the users in respects to the services
delivered.

Province of Rome (ITALY)

ADEMPIMENTI AZIENDALI ONLINE T http://www.informaservizi.it/
domino

Objectives: Allow Job placement agencies, and related yrms and
career consultants to carry out over the Net, and directly from their own
site, all required paperwork provided for by law. Allow to execute all bu-
reaucratic paperwork over the Internet in real time up till then handled
on paper and by mail.

Main results: Considerable savings in time and money for the
Companies adhering to the project: Average 9,000 executions monthly,
managed, with a total of over 17,000 yrms involved.

Main implementation actions: a) Call for tender awarding the low-
est bidder based on quality requirements; b) executive design project
relative to the software to be developed; c) promote the initiative d) ad
hoc training for all employees.

2nd District City Hall di Bucharest (ROMANIA)

ONLINE PAYMENT SYSTEM OF TAXES AND CONTRIBUTIONS
T www.ps2.ro, www.impozitelocale2.ro.

Objectives: Improve the tax payment service T Guarantee an ad-
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equate info system to citizens on taxes and duties T Reduce queue
time at windows for tax collection in set periods of the year T Support a
quicker transmission of yscal documentation.

Main results: Reduction of queue time at bureau windows T In-
crease of taxes paid directly to local administrations T Improvement of
the work methods of The Incomes at Local Budget Department

Main implementation actions: a) Adjustment of yscal data banks;
b) Realisation of a system of secure access keys; ¢) Realisation of in-
formative campaigns on the implementation of the service; d) Realisa-
tion of monitoring activities service.

Ministry of Employment and Social Affairs
(General Administration of the State T SPAIN)

RED SYSTEM (ON-LINE AUTOMATIC DATATRANSFER SYSTEM)
OF SOCIAL SECURITY. T www.seg-social.es

Objectives: Allow enterprises to exchange documentation and in-
formation quickly and effectively with the Department of Social Securi-
ty. In particular, reduce the use of paper forms and interconnection with
other services for yscal contributions for integrating data banks.

Main results: Flexible hours of operation T Quicker response by the
Department T Reduction of duplication in certiycations T User friendly
telematic interaction.

Main implementation actions: a) Adjustment and interconnection
of the data banks; b) Realisation of the telematic platform for delivering
the service; c) Implementation of a secure system of user authentica-
tion; d) Extension of the services to new categories of users also (sea-
sonal immigrant workers).
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3.1 The reyection which preceded
the identipcation of the two proples

The variables which were taken into account in the e-Gov research
group internal debate for deyning some e-Government professional pro-
yles, were essentially three: a) the orientation to citizens-users, b) the
problem of the the training needs identiycation, c) the identiycation of
the professional ygures who operate in the e-Government services at
present. Starting from the assumption that, in the daily practice, ygures
appointed for the organization of these services already exists, it was
deliberated to go back to the origin of the recent need of orientation
towards e-Gov services, in the view of e-Democracy and, above all, in
the view of copartnership, as deyned by other repection threads based
on the concept of sustainable development contained in Agenda 21.

From this point of view, challenges and firiskso in the process of
the organization and cultural development emerged. These challen-
ges and risks should lead T without forcing from the fipolitical deci-
sion-makerso T to e-Government, so that local and/or central gover-
nance and citizens (and stakeholders) follow the same development
pathway together. The yrst risk is contained in the term fiGovy, that is
the organizational-bureaucratic part that still supports the administra-
tion engine. In short they are represented by:

The complexity of procedures

The apportionment of competences

The scarce transparency of processes

The multiplicity of contacts

The signature ties or the bonds for presenting documents

Ioo Iso Ime Too T

Other important critical points have to be added to these:

A completely internal organizational view

A scarce users knowledge

The inability to present to external parties onefs own service system
in the useris view
A The scarce cooperation with other administrations

I=o I=o I

The second risk consists in the preyx fied which represents the di-
gitalized transposition of a process, a report or a document. The risks
deyned here, if not adequately taken under control, can lead to a drift
caused by the political decision makers mentioned before, which, at
best, can strand in a barren way in an umpteenth fipilot projecto or,
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even determine the opposite result: the estrangement of citizens from

the computer tools. Moreover, this can generate a presumptive and

generalized lack of conydence toward ICT, with the paradoxical con-

sequence to make a step back in the processes of modernization and

simpliycation of procedures which were hardly started by the Bassanini

Law. In brief, the risks can be hidden behind:

A The extreme conydence in the ICT potentialities

Ak The extreme conydence in the fact that within the Public
Administration there is the same will to change and the same good
predisposition toward ICT

A The extreme conydence in the Internet diffusion everywhere

L The conydence in the offeris capability to create a speciyc demand
on its own

A Theconydence in Internet as afichoseno place (often to the detriment
of more obsolete but sometimes more efycacious technologic
tools)

L The conydence in deeming every Internet user also a potential
e-Gov user.

The challenges in facing the fied risk consist in:

I The adaptation of technologies to the organizational processes and
not the contrary

A A careful analysis, structure by structure, in the key of Business
Process Engineering (BPR) against the risk of duplication of services
(i.e. among different ICT technologies or toward fitraditionalo tools).

The third and last risk consists in the association of the two terms in
the fie-Governmenté neologism, and in the possibility that people forget
that this term means something more than the sum of what the single
words it is composed of represent. It should include concepts like e-De-
mocracy, procedures simpliycation, copartnership, dialogue between
citizens-administration-political representatives, etc.

Other challenges that an e-Gov professional must be able to face
can be:

What kind of services to supply on the Net

Service Visibility and Availability

Choice between Bundelling and Killer application #

What kind of relationship to establish with the intermediaries
Assessment of the Virtual Identity

Customer Relationship Management

Too Too Too Too Toe oo
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After a yrst repection and text analysis, the research group proposed
two innovative professional proyles able to perform speciyc activities:

Service Supply Processes Analyst, responsible for:

A identifying the service design, online management and supply
pathway, in the view of interoperability among the administrations
involved,;

A re-planning the service supply pathway in the virtual management
and useris view (BPR);

A online public relationship management;

A segmenting users and public survey (web-based survey on public
services) for assessing its consistency and the correspondence
with the service offered;

A planning a citizen relationship management which valorizes a
two-way relationship between Public Administration and Citizens;

L identifying an adequate placement of the intermediaries in the
online service architecture.

Starting from these ideal proyles and activities, two more recogni-
zable proyles were deyned, speciycally in terms of skills and role consi-
stency within the organizations, and for their relationship with the terri-
tory: Territory Marketing e-Government Services Manager and Expert
in e-Government Communication, proposing the research group a
series of characterizing skills and activities which form the main work
content.

Hypotheses on the Territory Marketing e-Government
Services Manager proyle

The use of the Web for what concerns the Public Administrationis
online presence involves by now almost the totality of the administra-
tions. Websites generally present the main information on the organiza-
tion, and different kinds of information services, but the online services
interactivity and diffusion is still too limited and is almost an exception
for the interactive services. Many steps forward must be made also in
the services interoperability, as the online result of the dialogue among
the administrations, and for their integration: digital signature, electro-
nic protocol, electronic identity card, are all tools widely improved and
juridically well deyned, but still not much diffused. Territory Marketing
then has to reckon with a Central and Peripheral Administration with
manifold aspects. On the other hand, other private institutions are con-
nected by a network, being so able to skip many passages due, at least
ofycially, to the numerous juridical bounds that the Public Administra-
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tion must instead face. In this sense, Territory Marketing must not be
seen only as an activity implemented by public or private organizations
aimed at the promotion and at the socio-economical development of a
determined area, but also as an occasion for developing networks of
relationships as resources for changing, taking into account that:

finnovation, both in the public and private sector, is determined not
only by internal circumstances. There are some context factors which
can facilitate the change, make it more solid, less random and more
incorporated in common praxes and behavioursg®°.

Then, if the objective is the innovation through e-Gov and particular-
ly through the Territory Marketing online tools, yrst of all it is necessary
that the local firelational networko between public and private organiza-
tions, citizens and associations, etc. exist, or, in case does not exist, it
is created, because:

fito have the possibility to rely upon wide and solid networks of re-
lationships can considerably facilitate the interinstitutional cooperation
and integration ability. It is important that Public Administrations deve-
lop a wider and wider relationship system on the territory, improving
their external communication processeso 3.

From this point of view, the activities related to the Territory Marke-
ting, can also be seen as fibenchmarkingd activities, since the contact
with the entrepreneurial world and with the category associations inclu-
des Public Administrations in a virtuous circle in which, from promoters
of networks of relationships on the territory aimed at their promotion,
they indirectly become actors of the innovation in supplying efycacious
services.

Description of the roleis mission and its action yelds

In brief, it consists in bringing into action the collective social ca-
pital through an institutional professional ygure that, together with the
e- Gov Expert in Communication, creates the presuppositions for:

increasing the collective conydence level (interindividual conydence

and conydence between citizens and institutions);

A establishing relationships with the excellence centres on the territory;

A increasing the civic sense promoting civic networks and all forms of
self- organization;

A promoting T on the basis of the copartnership experiences already
tested among service suppliers, users and public administrations,
the social balance T debated in forums of citizens (and then also
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in the online version), which can represent a good occasion for
creating a good fibackgroundo.

The mission described therefore is at the basis on the engagement
for the online diffusion of Territory Marketing good practices, since, yrst
of all, it is necessary to knock down many userts input barriers (citizens,
enterprises, etc.) due to a growing sense of mistrust, diffused in Italy,
but also in the rest of Europe?®. Once analyzed the social capital diffu-
sed on the relevant territory, the strategy for creating the network will
consequently derive in a more effective way. In fact, exactly like the role
of the e-Gov Communicator, the risk consists in creating online struc-
tures which are not visited and do not attract users, or, at best, in the
fact that the Web represents only an information fishow-cased, certainly
useful but that does not represent the digital interface of a relational
mechanism which must be activated starting from the basis, with the
people directly concerned.

Description of the professional proyle and of the skills required

3.0.0.0.0.1 MAIN ACTIVITIES 4.
KNOWLEDGE AND SKILLS
1. Analysis of the main socio-economical basins distin-
guishing the relevant territorial area.

2. Drafting of the action plan, together with the Expert in
Communication.

3. Analysis of the local social capital, particularly of the ca-
pital of entrepreneurs, associations, local institutions: global
and subjective confidence level, etc.

4. Analysis of the local networks and drafting of the action
plan aimed at supporting and promoting networks.

5. Creation of data banks together with local actors and
creation of information exchange virtual places.

REQUIREMENTS

Degree in Economics with specialization in
Development Economyo; oTerritory Marketing and
Tourism Marketingo.

Degree in Sociology with institutional-administrative
specialization.

KNOWLEDGE

6. Creation of mailing lists of citizens, entrepreneurs, repre-
sentatives of the different local socio-economical realities
aimed at the creation of events together with the expert in
communication (i.e. initiatives for promoting territory, cultural
reviews, etc.).

7. Creation of a forum of citizens for sharing territorial plans
(town-planning schemes, plans for parking and protected
areas, etc.)

8. Analysis of the information needs relating the territory
economic and social specificity, with reference to the most
significant local actors.

9. Start-up of networks among local, regional and national
stakeholders through web tools.

A Website Architecture: usability, accessibility and
interactivity.

A Planning of the research on the field.

A Analysis of networks and sacial networks.

A Socioeconomic analysis of industrial basins and
tourist areas.

A Development Plans.

5.0.0.1 SKILLS

A Team Work

A Conflict Management

A Creativity and Innovativity
A Strategic Planning




3 A Professional proples for e-government

e-government between needs and competences

Hypotheses on the e-Government Expert
in Communication proyle

The introduction of the new Information and Communication Te-
chnologies (ICT) signiycantly modiyed not only the public administra-
tionis operational procedures, but also its internal organization and the
relational models among the different administrative units. It implied
important changes in the interaction modalities with citizens-users.

Anyhow, only when the public administration manages to realize a
kind of communication based on a bidirectional and symmetrical di-
mension of the process, we can say that the limit of the traditional
unidirectional and top-down communication pow has been overcome
in the direction of a users listening dimension, valorizing the com-
munication bottom-up pow as well (see page 24 of Report Wp1l fiThe
Technological-Organizational Platform of the e-Government Village
Modeld T Part 2 fiPublic Communication in the Information Societyd by
the Innovation and Society Department of the University of Rome fiLa
Sapienzab).

Description of the roleis mission and its action yelds

The e-Government Expert in Communication operates within or-
ganization structures or bodies in order to guarantee, through the use
of the new Information and Communication Technologies (ICT), the
planning, the implementation and the management of communication
plans (ex-Law 150/2000). He supports the Top Administrationis action
in the realization of a shared administration model, namely an organi-
zational formula which favours a more active participation of citizens
in the public action.
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Description of the professional proyle and of the skills required

5.0.0.1.0.1 MAIN ACTIVITIES 6.
REQUIREMENTS
1. Analysis of the administration useris infor-
mation needs (target) and of the expectations | Degree in

about services. A Communication Science (specialization in Public
2. Process/Service organizational analysis for | Communication).

identifying the administrative sectors interested h Sociology.

in the e-Government communication activities: A Political Science (specialization in Administration).
identification of the ovirtualizationé process of
some administrative procedures addressed to
users.

3. Definition of tools and technologies supporting
public communication processes.

4. Awakening and involvement of different
sectors of the administration for the effective
communication of products/services offered to

KNOWLEDGE

A Sector Laws.

KICT; Internet Sites Ergonomy and Usability; Server-User
Interface.

A Tools for the organizational and communication processes
analysis.

A Copartnership techniques.

users. A Public Communication Strategies.
5. Top Administration support for defining com- | Project management.

munication scopes and strategies (Communica-
tion Plan) for the e-Government development. 6.0.0.1 SKILLS
6. Promotion of specific activities for the deve-
lopment of citizens/users listening perspectives | j | eadership.

aimed at increasing their participation to the | § Communication Orientation.
processes of decision and implementation of the | 4 Listening and Empathy.

public policies. A Conflict Management/Negotiation.

3.2 Communication Expert for e-government

The second professional proyle on which research activity has fo-
cused its attention, achieved within the scope of the eGoV T Village
project, is that of the Communication Expert for e-government. This
ygure has been conceived as operating, in general, in the ICT sector
whose function is that of conceiver, designer and manager of e-gov-
ernment projects, with prominent knowledge of the communicative is-
sues in the yeld of governance and e-democracy, but also equipped
with strong technological competencies, especially in regards to ICT
applications.

We have seen in the previous chapters, in fact, how the new tech-
nologies T especially Internet T are the main channel of communica-
tion for public administrations, the favoured means for providing ex-
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haustive information to the citizenry and enterprises, for delivering
services aimed at facilitating the relations among Public administration
entities and the end user®.

In a context so strongly characterised by the presence of telemat-
ics it would be very fool-hardy to ignore the need to adequately train
the public communicator. Generally confused with being a journalist,
incredible misnomer, this professional ygure cannot be correctly iden-
tiyed today without emphasising the required knowledge, skills and
abilities tailored for the use of ICT in the public administration arena as
communicator.

A good communicator is a good guarantee for transparency, foster-
ing respect for institutions and stimulating participation of all citizens in
the public good. Public Administration that aims at being efycient must
be able to communicate information, practices, opportunities, in a lan-
guage that is accessible and complete through simple tools, of certain
bearing and easy fruition by all citizens. The opportunities, given by
e-government, reside exactly in that: do it good, do it better, do it quick-
ly: what up til now was done through struggle and hardship. But the
opportunities of e-government, if not adequately communicated, will
not be known or adopted. For this very reason the accompaniment to
an effective public communication of the e-Gov projects, and of those
relative to the Information Society makes up one of the central topics of
the recent debates on the innovative potential of ICTs in administrative
contexts®,

But how do the activities carried out by a public communicator
change when dealing with e-government services? What skills must
he/she have? Are these speciycally linked to a speciyc curriculum of
studies or can they come from previous working experiences in the
yeld? Are there any looser competencies, although still required in a
yeld no longer governed by heirarchies and functional relations, but
rather revolving around a working logic based on projects and devel-
oping networks of intra and interorganizational relations?

The pilot survey conducted for the purpose of giving a yrst set of
answers to these questions has brought to light a series of important
aspects for deyning this professional proyle.
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Chart 1. In what measure are the possible activities listed below
in line with the proyle of iCommunication Expert in the e-government
yeldo (% values on 56 cases)

Not at all/ Enough/
Somewhat | Completely
Analyse the information needs and expectations on the administration user 145 855
services (target) ' '
Analyse the ovirtualizationé processes of the administrative procedures
179 82,1
addressed to the users
Analyse organisational and processes/services involved in the
o2 o 10,7 89,3
communication activities for e-government
Define the tools and technologies for public communication processes 17,9 82,1
Responsiveness and involvement of the various sectors of administration 89 911
for effective communication of own products/services ' '
Support of general strategies of communication (Communication Plan) for 125 875
developing e-government ’ !
Promote specific activities addressed to citizens/users finalised towards
. o " - 16,1 83,9
developing participation in the decision-making processes of P.A.

Source: our formulation

First of all, in regards to the chief activities that an Expert in com-
munication ynalised towards e-government should carry out, a high
91% attributed are in the activity of firesponsivenes and involvement
of the various sectors of administration for realising an effective com-
munication of its own products and/or serviceso. This response high-
lights the pivotal role performed by the Communication organisational
role as fiorganisational relayd®* between the internal reality of the ad-
ministration and the external reality. On one hand, the main recipients
are the workers of the public entity with the aim of promoting an effec-
tive internal communication which fostering information interchange
among the organisational units, may guarantee therefore greater
transparency of the public action and an easier access to administra-
tive procedures by the end user. In this intraorganisational perspective
we can understand the very high percentage of players (89,3%) who
state that the activity of fiorganisational analysis of the processes/
services involved in the communication activities for e-governmento
is tenough/completelyi relevant value for the Communication Expert
for e-government.

On the other side of this relation between administration and ex-
ternal environment the other two activities indicated as characterising
the speciyc professional ygure are referred to, although with lower
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percentages than the previous: fithe support activities for developing
general strategies of communicationg, even in function with a careful
fianalysis of the information needs and expectations on the services
expressed by the users of the administration (target)o. In this case the
responsible organisational unit of communication has as its recipient
the citizen and enterprise, whom may be at the same time promoters
of ideas, initiatives or complaints T thus forcing the P.A. into a filisten-
ingd mode T or they may be recipients of a responsiveness campaign
of the user in the use of new telematic services.

These preferences in any case are distributed differently when the
interviewees are asked which are, in absolute, the two activities that
characterise the ygure of Communication Expert for e-govern-
ment. The data in fact allow to highlight a strong relationship between
the opinion expressed by the experts and the spirit of the initiatives for
electronic government promoted at the National and European level.
If, at yrst hand, it appears evident that the communication function is
chiepy aimed at analysing the information needs of the (filistenerd),
on the second hand, it is easy to discover in the chosen alternative
(fpromoting speciyc activities aimed at the citizens/users ynalised to-
wards developing participation in the decision-making process of the
PA0) traces of the present phase of development of e-government:
which prepare use for e-democracy and, therefore, the broadening of
demaocratic participation in public decisions.

If these are the action goals of the Expert in e-government com-
munication, what type of competenceis must he/she possess and
above all which study curriculum is preferrable?

Considering that this professional proyle is not necessarily per-
ceived as assignable to an apical organisational level (management),
it is not difycult to understand why over 50% of those interviewed
state that the minimum requirement of studies for this ygure is a di-
poma although the following must be added to it ficertiyed working
experiences in the sectord. Only 37.5%, instead, indicate a graduate
diploma as indispensable, for that matter in a speciyc yeld as that of
Communication Sciences.

This attention to the need of envisaging a more speciyc training
track is encouraging because it proves the progressive spreading of
the belief that public communication is a discipline which, yes, re-
quires new facilities and organisations, but above all new professions.
In particular, competencies are required that are not limited to the
simple possession of knowledge and production techniques of infor-
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mation, but which also include analytical skills and promotion of the
reforming efforts of the public sector.

After all, communication is closer to the modernization processes
than to publicity. It is more the feature of internal re-organisation than
a journalist technique?®.

The actors of the training offer, on their behalf, are already aware
of this speciycity of the professional ygure and of the need to recog-
nize at the same time an adequate displinary status, we only need to
heed the words of the Chairman of the Science Department of the
largest Roman university who says: fiwithout a speciyc training space
mass communication would remain a no manis land to intellectual
and professional raids on the meanings and on the functions attribut-
able to it, but foremost, it would remain fertile ground for spontaneous
and savage professionalism substantially liable to a recruiting system
based on a veritable spoils system35.

In the intention of designing a more deyned professional proyle,
the dimension of the speciyc competencies has been investigated into
whar a Communication expert for e-government should own.

Chart X. In what measure are the theoretic and practical compe-
tencies and or knowledge listed below in line with the proyle of the
Expert in the yeld of e-government communication ? (% over 56 cases)

Not at all/ Enough/

Somewhat | Completely
Legal competencies (standards of the ICT sector of public communication etc..) 19,6 80,4
Ergonomy and useability of Internet sites; server-user interfaces 23,2 76,8
Tools for analysing organisational processes 17,9 82,1
Tools for analysing communication processes 36 96,4
Tecniques for co-participation / involvement of citizens 16,1 83,9
Strategies of public communication 71 92,9

Source: our development

Even in this case the preference of interviewees falls on the knowle-
dge and competence of the techniques and of the tools of communica-
tion. The data indicate furthermore a signiycant responsiveness to the
processes of participation and involvement of citizens in the activity of
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the administration. Interesting enough, competencies relative to ergo-
nomics and useability of the Internet sites are not considered prominent
for this professional proyle. Most probably, underlying this reponse is
the conviction that these are speciyc competencies that the Commu-
nication expert for e-government need not necessarily possess but
can most easily acquire on the market, through use of in-house existing
professional resources or drawing up actual contracts with external ele-
ments (consultancy).

If we focus our attention, lastly, on cross-over competencies, thatis to
say on knowledge and techniques of organisational studies, the ability
to work in a team becomes pivotal. And this means not only the implicit
assumption that a Communication Expert for e-government may be
responsible for the Communication Ofyce and consequently must need
to know how to manage the dynamics within oneis own work group.
Most probably this preference can be brought to the idea, previously
introduced of public communicator as fiorganisational relay¢, thatis to
say as point of contact between public administration and its external
environment. In this case the ability to work in a team may refer to the
need for this organisational actor to sew relations with other organiza-
tional actors, belonging to functional units different from their own but
relevant since owners of information wealth that the Communication
Expert aims at sharing with the citizen-user.

This framework of internal communication networks which inter-
twine with communication processes towards the outside may explain
another revealed value, that relative to the ability of activating interper-
sonal communication processes. It is exactly this kind of communica-
tion pow that beneyts both front ofyce communication tremendously as
well as back ofyce communication in terms of effectiveness.

In relation to the type of players that have replied to the question-
nare, if we relate the type of agency they come from with the different
dimensions described up to now, we can reveal how the overall trend
of preferences is identical to the descriptio given so far, although with a
signiycant stressing of the values when the players responding belong
to a local administration. At this administrative level, in fact, the need
to realise an effecive communication to the user base is perhaps more
pressing than not in central administrations, considering the proximity
compared to the territories. The subsidariety principle, furthemore, cal-
Is local PA to the forefront in the delivery processes of public services
and this enhances in them the need for more deyned professional com-
munication operators.
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Summing up, this yrst survey highlights the need to devise training
tracks that better respond to the designated proyle. A training offer that
is up to speed with the introduction of new technologies not just under
the viewpoint of the knowledge of the change from those introduced in
the operational modalities of administration but also in terms of use of
the informatic solutions for delivering training (e-learning).

In any event, if we move towards a more articulated deynition of
functions and competencies it is necessary to rethink even the types
of hiring, redeyne the speciyc career tracks, identify different classiy-
cations in the organisation plan of the administrations, moving from the
pecularity of the relationships that these communication professionals
must establish with the citizens and with other administrations.
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e-Governance is the way in which public sector uses the most in-
novative information and communication technologies, that can utilize
a simple internet connection, in order to be able to deliver to all citizens
improved services, reliable information and greater knowledge, allowing
more transparency within administrative procedures, to facilitate citi-
zens access to the governing process, and to encourage deeper and
active citizen participation.

The e-Piazza is the e-Government Village Piazza Virtual Point,
which maps the citizenis real life, simulating through the internet, by
realising forums, on-line conferences, areas of open or dedicated chat,
other modalities of comparison on the themes of interest and exchan-
ge of good practices. The e-piazza was an idea conceived mainly by
E-GOVis Consortium and aimed to facilitate citizensi needs, as they
are able to ynd any information desired concerning government issues
through the internet.

The piazza aims to trace all systems of e-Gov project into one page
that we envisage to be the home page of every citizen. Within these
systems will be included an educational system capable of dynamical-
ly and continuously modifying itself in respects to identiyed changes
and needs, focuses on realising a Model where the formal learning
processes are not distinguished from those of relation and meeting,
that represent as many non formal learning contexts, for which it is the
goal of realising a Virtual Village where the initiatives, ideas, doubts,
transformations, discoveries of e-Government meet with and compare
with, made known and received by the world of Public Administration
and by that of ICT; but also to work a Permanent Monitoring of the
e-Government Sector.

The e-piazza is a virtual meeting point (fiPiazzao) for the exchange
good practices between Public Administrations in the government yeld,
which allows the diffusion of the research and analysis activities per-
formed by the Observatory on the Public Communication in the Infor-
mation Society and to realize remote training pathways for public and
technical operators in the yeld. e-Gov Piazza constitutes the e-Gov-
ernment orientation and information showcase and the virtual meeting
point for identifying and diffusing the e-Government good practices.
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E-piazza is the one stop point for the immediate access to:

News: News is the reporting of current events usually by local, re-
gional or mass media in the form of newspapers, television and radio
programs, or sites on the World Wide Web. News reporting is a type
of journalism, typically written or broadcast in news style. Most news is
investigated and presented by journalists (or reporters) and often dis-
tributed via news agencies. If the content of news is signiycant enough,
it eventually becomes history.

In this section, the user can be informed about previous, current or
forthcoming progresses of the project, such as social events, conferen-
ces and publications. All the activities concerning the project are and
will be published in the e-Govis website.

FAQ: FAQ is the abbreviation for Frequently Asked Questions, which
is a common feature on the Internet. FAQIs is a compilation of answers
to the most common questions on a particular subject that includes also
a mechanism of frequent questions either already answered and pub-
lished or the possibility to insert a new question. For the new questions
there is a mail notiycation towards the responsible person, who should
inform the admin for the answers that may be published. Everybody
should read FAQIs before wasting electrons asking obvious questions,
in order to save us from receiving pames. This type of question is a
document (often a hypertext document) containing common questions
and answers for a particular website or topic.

The user should check the fifrequently asked questionsd section in
order to ynd answers or solutions to his questions within the existed
answers, so as not to waste precious time. Moreover, in case that the
user is not satisyed with the information provided by the system, then
he might send an e-mail to the support team in order to get the desired
answer.

Best Practices: Best Practices is a program which collect the prac-
tices that are based and developed following the best practices hand-
book that aims to set standards of practice which will include adminis-
trative rules, guidelines, policies and procedures, as well as perform-
ance indicators and historical performance levels, including program
elements such as client training and technical assistance, credit analy-
sis, underwriting criteria, portfolio management, stafyng, and general
loan fund administration. These practices following an approval proce-
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dure in order always to have valid and added value best practices. The
user may see a list of several descriptions, from which the titles are
linkable and by making a click, the user can have the whole informa-
tion. This is a mechanism of library type where, there is an insertion
form of a iGood Practicet from everyone who is interested. For the new
registration, there is a mail notiycation to 2-3 directions of persons who
belong in the committee which examines whether the registration must
be published or not.

fiGood Practises of e-Governancel are deyned those programmes,
actions, interventions that operate in the following areas of adminis-
trative innovation:

1. citizen relations, for improvement of the level of information and of
communication among the public administrations and the various
categories of those at greater risk of digital divide T both through
use of differentiated channels of communication and through
speciyc informatics literacy programmes;

2. organisational development of the PA, to promote or enhance
use of ICT among public employees for the purpose of reducing
existing professional gaps in the computer yeld and thus improving
the effectiveness and efycacy of the public sector, both in its
operations as well as in providing services to the citizens;

3. Enterpriserelations, to foster the modernisation of relations between
local administrations and enterprises operating on the territory.

Each of the areas of innovation can be articulated in the following
subareas:

1. citizen relations
1.a information, communication
1.b quality of services
1.c training for overcoming digital divide

2. organisational development
2.a human resources professional development
2.b rationalisation of procedures
2.c operations savings



