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National e-Services, like banks, e-riik etc, are available for all people. Using ofﬂ@ﬁ’é‘s'”‘
depends on existing of computer, internet connection and citizens’ interest on it and their
level of education.

The most of the citizens have internet connection at their home. There were some citizens,
who don’t need the internet connection and who hasn'’t possibility for it. Some citizens have
wireless network at their home and they were mostly citizens living in Tallinn. Citizens use
internet at home and in the office every day. The most of the citizens visit the municipality
hall once per 3 month or once a year.

The homepage is the one of the most important information channels. The citizens find the
information sometimes or all the time from the municipality’s homepage. The citizens suggest
developing the next e-services in Tamsalu:

The quick and adequate answers to the questions;

The plans and schedules for the department and local authorities;

The active databases;

The possibility to fill and send the application via internet;

The possibility to speak with the social workers via internet;

The possibility to register to the appointment to the headman and other public
servants;

The possibility to ask the questions from the headman and other public servants;
The possibility to send documents with the digital signature;

The active news folder on the website, where the citizens can add the information;
The questionnaires;

The forum.

Il Civil servants

The civil servants use computer and internet every day. The civil servants answer to the
citizens’ question by e-mail 2-3 times per week and by phone 2-3 times per day. The next
drawing characterizes how many percents of the civil servants and how often answers to the
guestions in the office, by phone and by e-mail. Civil servants think that the internet should
not to be the only way of communication with the citizens. The information transferred once
or more times per week to the newspaper and homepage.

For the easiest work, the civil servants need the next e-services:

The projects of the decisions;

Plans;

Application forms;

The electronic newspaper;

The profession-manuals of the public servants;
The event calendar;

The information about the environment;

The information for the entrepreneurs.

E-services are very new approach for our citizens to create more effective information
changing between municipality leaders, personnel and citizens. It means that we need more
and more trainings and seminars to inform people about the new approaches. We have to
use more practical trainings with the examples for the citizens. Younger generation are very
aware about e-Services and use these very actively. But the senior citizens have the
problems with it.

The other user panel groups:
Y The members of the board and councile;6
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Local and foreign people. ﬂ‘”’“m'”‘
Enterprises.
Nongovernmental organisations.
Teachers.
Parents.
Children and youth.
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Phase 2

We have tested the new solutions and the most of all user panel groups are satisfied. In the
future we would like to have more information about the needs from all user panel groups.
During the project time we always called the users to participate in our seminars. The
participation of users was very high all the time, including the demonstration event about the
new e-service system in our website. It means that the users were actively participated in the
demonstration events giving, afterwards, its impressions and comments to be used to
improve the system. User panels (local people, civil servant, the members of the board and
council, teachers and the leaders of municipal organisations, for enterprises and for
nongovernmental organisations) are better informed now.

Basic conditions

Tamsalu is unfortunately not the pilot. But we have our own basic conditions: the computers,
Internet connection, existing website, knowledge etc.

Solutions and results

Experiences:

X We have learned a lot of experiences from different EU countries in IT sector.

X We had very good ideas for our activities inside and outside the project from the
meetings, memos and partners' presentations.

% Tamsalu Municipality's personnel and also the project manager had very good
experiences in project management, management of payments and reporting system
in Interred IIIB project.

X Compose the research of user panel groups and fill the database of the needs of
target groups.

X Analyze and develop the website of Tamsalu Municipality.

X List-making process.

X Learn from the partners.

Cooperation:

X 2 years is enough time for build up the cooperation between partners.

X Very important benefit is the new and very good contacts in different i-COIN
countries, who hopely will be our partners in the future. All of these contacts
guarantee the sustanability of the i-COIN project.

X We have very good cooperation with local project team — meetings and event
together.

% Cooperation between politicians — very impressive for the politician was meeting in
Zakopane.

Meetings:
% We had so many interesting trainings, seminars and conferences during whole
project time.
X All project meetings were very fruitful and gave us very good ideas for the present
and future.
X Steering and Management Group meetings gave us very good overview of project
management and using budget efficierstty. SG meeting gave us possibility to
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communicate with all partners and discuss about the project management in théﬁ
counties.

Researches:
X We have made very active work in preparation of our new website with e-services:
Y Compose the research of user panel groups and fill the database of the needs of
target groups.
v Analyze and develop the website of Tamsalu Municipality.
V¥ The research of the needs and assignments to the civil servants.
X Answering the questionnaires, which have been sent by partners.

The remarkable outputs:

X The new website of Tamsalu municipality with the e-service possibilities. In i-
COIN Tamsalu municipality started to develop e-services by demand from the
citizens. e-Services for better information changing process between citizens and
municipality.

¥ The information list, which includes e-mail addresses of citizens and connected
peole. They received all information about different activities periodically to their
mailbox.

E-services:

X The application for getting: municipality’s supports, building and detail planning
permissions, land documents, permission for connecting with water and
wastewater system etc.

X Forums, questions and answers, problems.

X The new idea is to use the stripe code system for cultural and sports event in
Pandivere cooperation area. We have to buy the software and hardware for that,
give out the stripe codes to every citizen, put the stripe code readers in the ski
paths, sports complexes, cultural houses etc. That way it will be easy to organise
the events and also collect the statistical information.

X E-services are very new in our region.

X The young citizens use different kind of e-services (applications of the funds, e-
bank, e-energy, e-taxes etc).

X But we have big amount of the oldest people and they usually use traditional way
to get something.

X Everyone (40%) still hasn’t a computer and Internet connection at home.

X Everyone has'nt internet connection. Wireless Area is only in municipality hall and
Cultural House.

X In the future it takes time, when local people start to use the e-services of
Tamsalu municipality.

X The training for civil servants (local working group) — how to use: change and add
the new information to the website.

X Not every civil servant have time for homepage. The webmaster maybe continue
his work in municipality (the contract might be prolonged).

Easy administration

New elements:

Disain

E-Services

Easy to find the information

Easy to administrate

3 languages

Horisonthal menu

Good structure

Lot of information about different togics and spheres
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Problems

Problems in e-service development:

¢ Quite new approach for us and it tooks a lot of time and we are done a lot of
researches.

e It was not easy to explain to citizens and also civil servants e-service possibilities,
because it's new for them.

e Aot of discussions inside our Steering Group.

e The most of citizens hasn't internet and computer at their home.

e The citizens can always talk about their needs about e-services, but we don't know,
will they use these e-services, what we are developing now, in the future.

e There could be some problems with civil servants in e-service offering process.

e People, who use only internet and e-Services, will not communicate with each other
eye-by-eye.

e Computer dependence can be among children and youth (especially if we talk about
computer games).

e Possibility that some user can use the new approaches for crime or to decelerate the
development of democracy process.

Problems in management:

e Tamsalu municipality had too high amount of travel costs and low amount of needed
costs (personnel and meetings). Also, we couldn’t use external experts.
¢ No any common project meetings in Tamsalu.

Problems in auditing process:

e Delaying (the reason is, that the auditor is from the ministry. The ministry has 3
auditors, who audit all Estonian partners. It takes 2-3 months.

Highlights

Good cooperation.

Interesting people.

Nice sites in partners countries.

Interesting development of IT-sector in partners countries.

The biggest highlight for us was the day, when our website was finally ready and
located in www.tamsalu.ee.

Common final meeting in Sveljunga.

Common final event with users in Tamsalu.

%X XXXX

Durability

We are opened for new innovative ideas for develop our cooperation and make some new
projects together in the future.

Katrin Tirman (Project Manager)
Municipality of Tamsalu
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") Kymenlaakson
ammattikorkeakoulu
University of Applied Sciences

Kymenlaakso University of Applied Sciences

Documentation for the I-COIN project in Kotka, Kymenlaakso
Finland.

Background We heard about i-Coin project firs time from Kouvola Region Expertise Centre
(Kouvolan seudun osaamiskeskus), from whom we received e-mail on
September 2006. Other Finnish partner had just back away from the project
which opened an opportunity to join it, even so in very quick timetable.

Our organisation found the subject interesting and something that could well fit
to our needs in the area. Our objective was built up something (new services)
that could be helpfully to the city and to citizens. To make e-services more
known among the citizens and help municipality to provide usefully e-services to
its citizens, ease some simple tasks that can be provided also in form as e-
service.

Work procedure
After we had the funding and attendant partners (Kymenlaakso health care
authority, city of Kotka, several SMEs), we had to make next procedures
- To find project leader and afterwards rest of the project team. In the end five
regular employees and some temporary employees worked on the project
- Study of targets: Finding out the need of the area, which services have
demands, what would be the best target to develop. To find this out several
interviews and negotiations were held with different authors.
Viewing the targets and clarifying where we want to go. Agreement of what will
be developed.
- Planning the platform: what is needed to cover every partners and our needs,
who will implement the platform, who can answer to our needs most
comprehensive. Finding out partner organisations, who will work with the
platform; ICT Solution provider Propentus Ltd. and Nitro FX.
- Finding out the needs: Carry out a questioning for citizens and find out their
needs. Finding out the needs of the authors and clarify that those will meet out
targets. Sort out what services will help the area most and what services can
bring most added value. Result: area had demand for e-services that could
ease some processes and bring cost-benefit advantages.
- Implementation of the platform and marketing: Platform was built by ICT
solution provider Propentus Ltd. from Kouvola. Platform was built by demands
of the partners. Several press releases of the upcoming platform were published
in regional newspapers (Kymen Sanomat, Ankkuri etc.) and when the platform
was in use, more press releases were published. Also some other marketing
tactics were carrying out during the project.
- Installation: platform was installed to city of Kotkas’ server by Propentus Ltd.
City of Kotka is acting as administrator of the software and taking care of the
development and improvements.
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Problems

The project in whole showed the difficulties in preparing a good regional portal. Especially the
discussion with decision makers, citizens and IT administrators were quiet useful to identify the
core element of a usable internet portal. The integration of the platform developed in the i-coin
project was a problem in our county.

First of all the difference between the developer’s countries and Germany is to big especially in
legal issues, we don't know if we're allowed to use it.

After a workgroup session, the local task group discussed the usability influences and the
possibility of connecting the transnational database developed in this project. Because of the
complex content converting it was not possible to link all services to a new internet portal.

By preparing the usability and accessibility guide the missing general definition of website
accessibility was identified as one problem. The second problem was that there were no cross-
country or uniform EU rules on accessibility. The implementation of website accessibility is a matter
of the country which results in a multiplicity of different rules, guidelines and laws. Because the
guide should be a general one, the described rules and guidelines are general and more a kind of
accessibility basement. The German version of the guide differs from the English version.

In the German version specific elements of the German regulations (BITV) are described. However
in the English version many of them cannot to be found. Instead in the English version a directive
of accessible web design from the United States is described.

The problems peak was to design a website accessible checklist.

The checklist should enable Web administrators to review their own website by criteria of
accessibility.

This result in a checklist which is only based on common and general accessibility rules.

A problem that can easily be overseen when you think about website accessibility is the language.
The language should be universally comprehensible, even for people without higher education.

Foreign words or abbreviations in the text should be marked with an appropriate statement. Nested
sentences and complicated language should be avoided.

Example how to explain an abbreviation
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It was a problem to find a solution for the different browser bugs.
The various browsers display websites in a different way, partly based on errors.

Accessibility and usability should also include solutions for these problems, so that all users have
the same website and all contents are well displayed. The integration of the CSS Framework YAML
solved the problem. Several errors have been repaired by this. YAML allowed big-time savings.

Highlights

First of all, the great cooperation and atmosphere between the project partners was a highlight.
Also the accessibility and usability guide was a great success. The feedback, concerning the
accessibility and usability guide was a highlight of the project.

Many people are interested in the Guide and found the content useful.
Further Highlights were the completion of the ProArbeit website, and the discovery of solutions for
various technical problems.

Durability

The dissemination with the theme Accessibility starts a general understanding and awareness
progress of the issue, not only among web administrators of the council, even with the editors and
also managers in web projects.

There was a general awareness of the issue accessibility, the knowledge about the problems of
disabled people in the use and interaction with websites are now available for many people in the
municipality.

The guide provides the basement that this effect will persist in future Web projects.

A website optimised for accessibility will not only benefit your organisation, it will benefit everyone.

EU-office for Landkreis Osterholz

Ullrich Mueller (Project leader)
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University College of Boras
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Documentation for the I-COIN project in Boras, Vastra Gotalands
regionen, Sweden

Background

The background for the participation of the University College of Boras in the i-COIN project
was a contact between the Municipality of Svenljunga and the School of Education. The
School of Education has several researchers that are trained and skilled in the area of use of
information technology. Additional meetings led to an active involvement in the project.

The objectives for the participation were to serve the needs of the Municipality of Svenljunga
and to learn from taking active part in a transnational project concerning a relevant issue for
the department and in addition an excellent arena for staff members professional
development.

The University College of Boras also has a main task to improve the relationship between
practice and science. The i-COIN project has been excellent experiences in order to further
develop concepts and methods.

Work procedure

The work carried out includes a pilot questionnaire, user panels, video recorded user panel,
audio recorded user panels, data collected from the user-panels, report and PowerPoint
presentations for the transnational seminars, suggestions and revisions for the development
of the platform including analysis, report on potential and studied users, briefing paper,
contribution to newsletters and knowledge raising within the transnational context as well as
regarding collecting data for using to develop platforms.

The user panel groups

The University College is used to carry out activities such as interviews and user panels. The
groups have been set up in close cooperation with the lead partner and in relation to specific
groups of both the Municipality of Svenljunga as well as for the University College. The
objectives were to include as much information as possible that would be relevant for the
development of instruments and the platform.

Phase 1

In the initial phase questionnaires and user panels were used to construct the
transnational version of the questionnaire. These questionnaires were based on
earlier research and state of the art research about the use of information
technology. 52
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Phase 2

The analysis of the users’ feedback has been given a lot of attention in the
project. Three researchers from the University College of Boras have been
analysing, discussing and writing reports on the feedback from the users. In
addition, observation studies, seminars and workshops have added quality to
the rigorous analysis.

Basic conditions

The University College of Boras has been especially active in assisting the Finnish partner in
preparation for the first pilot. The role has been as that of someone to discuss ideas and
development with in relation to the application and the results of the user panel groups as
well as findings from research.

Solutions and results

Main concrete outputs from the project include the combined results from the user-panels,
guestionnaires as well as the output from the seminars resulting in the specification and
suggestions for the platform. The platform and the knowledge sharing and awareness raising
among the partners have been important steps towards better quality in citizens e-services.
The project has also contributed to develop scientific papers that can further the work and
make implementation more accurate in future use of these kinds of platforms.

Problems

No major problems have been accounted for regarding the participation of the University
College of Boras. However, the University College of Boras had planned for more
participation in the project than what turned out to be possible. Key persons in the project
group were successful also in other areas and therefore it took some time to get new
members into the group.

Highlights

The project contributes to the development of a shared and mutual expertise between the
partners. This expertise benefits from the particular conditions and possibilities that each
partner contributes to the project. The combined efforts from the partners are bigger than
what each partner would self be able to achieve. The transnational meetings have been real
highlights that will be remembered by the participants and also already have lead to more
projects and contacts among the partners.

Durability

As have been mentioned earlier, the relationships that have formed during the project will
undoubtedly lead to more cooperation and more integration within the project areas. The
reports and experiences from the project will add on to both knowledge and experience
among professionals in relevant fields.

Ulric Bjorck (Project leader)

Bertil Rolandsson (Senior lecturer, Ph.d.)
Fredrik Zimmerman (Lecturer in sociology)
University College of Boras
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This is 1-COIN

www.typical_eu- C|ty eu

How to ? e
introduce = |&
E-
services?

Authority or
typical_eu-city

i-COIN main focus: Citizens

The project started in February 2006 and ended in December 2007
A lot of outputs from the project are today integrated in the daily work for civil

servants in local authorities and support the citizens and the SME’s in their
communication with the authorities around the Baltic Sea.
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Main outcomes in the i-COIN project

The toolkit: How to introduce e-services

The platform: The software for adapting databases to Internet
The Pilots: In Sweden, Denmark, Germany, Poland and Finland
The Evaluation: Final report

A Report: Citizens and Civil Servants Framing E-services

Those documents and more are downloadable at WWW.I-COin.net
For more information please contact:

Christian Bonfré

Head of IT/Project leader i-COIN project

Municipality of Svenljunga, Sweden

Phone number: +46 325 18000
e-mail: christian.bonfre@svenljunga.se
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