(:COTEC

RESEARCH & CONSULTING

Multi-channel sustainable business models for
delivering public services to socially
disadvantaged groups
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Planned Objectives

* Assess and analyse current main actions at Member States level
related to the provision of services for socially excluded groups,

through the use of multi-channel governance - Guideline principles
and practice

* [ssue: Actions below national level; Identifying cases; Mapping
the landscape

* Identifying, defining and reaching consensus on a multi-channel
service delivery strateqy that would support more effective and
efficient delivery of public services to socially disadvantaged groups

* |ssue: Complex strategies for complex needs. An ecosystem of
eGovernance
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Planned Objectives

* Produce a possible range of sustainable business models that
would support a more effective and efficient delivery of public
services to those citizens at risk of being left behind by the
iInformation society

* [ssue : The meanings of sustainability, and of business models

* Survey, analyse and support the building of a consensus, with a
common understanding and strategies, on the role that multi-
channel strategies are having, and could have, in contributing to the
achievement of the eGovernment Action Plan concerning Inclusive
eGovernment
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The Context

* This study benefits from early contact with the Inclusive
eGovernment Expert Group

* Their concerns, their contacts, and their ideas for useful
cases provided a key start point for investigation

* The case contacts they provided also added others, and
from that larger set all who responded were included as
study cases

* The presentation of the study, cases, analysis and
results provide an opportunity for confirmation of the
findings, and a chance to further inform the study
refinement (to final results)
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From Rationale to Qutcomes

WHO - Socially excluded groups (and people)

WHAT - Public Services (Policies and Service Portfolios)

USING — Multi-Channel, eGovernment

HOW-‘ Busi nes s-'OpeMiing Mddeds

WHY — Need for Sustainable Services — avoiding cycles of exclusion

Broad outcomes:

* The delivery of targeted, effective, and sustainable services for
socially excluded people involves structured partnerships between
government and local level actors

* Inclusive eGovernment technologies are central to the provision of
joined-up information and services across service silos

* Enabling the linking of partnerships and joined-up services are
Multiple Channels. This resulted in shared governance by
empowering the actors to construct targeted services that will create
sustainable outcomes and avoid cycles of service interventions
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Multiple channels are at the centre of sustainable services

EXCLUSIONS - Addicts/Abusers;
Communities/Social Capital; Crime;
Discrimination; Migration; Education;
Employment; Health; Housing;
Income/Poverty; Parents, Families and
Guardians; Miscellaneous

RESOURCES - _ GOVERNANCE
Finance: Multiple andpef;qvergmelz(nt
Organisational - Policies; Bac
(Efficiencies and Channels as Office
Effectiveness); key enablers Transformation;
Capacity Front Office
Transformation

ACTORS - Government;
Intermediaries; Socially
Excluded People/Groups
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From doing things right — Fundamental Principles

Deliver Sustainable Exit from

Social Exclusion, or
Sustainable Service Delivery
for Socially Excluded People
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Identify personal needs e Combine Services
Transform Organisation

Policies
Critically Review < Understand the Policy Landscape
Policies Identify Critical Enabling Policies
Use effective Procedures and Contracts
I -
dentify and.En.gage i Train and support
Intermediaries

Innovate in delivering service benefits

Self-design and Personalise Service Portfolio
Engage Beneficiaries <
Agree Rights and Responsibilities

raditiona danneils

Deliver Services
Effectively
Identify Channelsand

Maximise their
AT
language competences of beneficiaries

O e New Public Management Paradigms
Outcomes

Identify Societal Value S Surveys, Focus Groups etc.
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To doing things efficiently and effectively —

Business/Operational Processes

ICTs

Public, Private &
NGO investment

POLICY CONTEXTS:
The prevailing e— —
contextwithin Directives and Legislation

which services are

developed Social policy objectives
Prevailing Social Models <
Government funding principles

What is the service portfolio being developed for socially excluded people?

x What are the intended delivery channels and networks?
Sustainable SERVICE

Services usin; PROPOSITIONS:
Rutiheds ModSIs Thecantans What is the intended value delivered to the customer and what will be

that focus on the R R the customer relationships built in the service context?
nature of the will be created for

exclusions within beneficiaries What will be the planned costs at the point of service delivery?
the prevailing

policy contexts

Effectiveness and
WHAT is the policy
context. WHY are .
the services Sources of
needed. HOW are resources to
they resourced? BUSINESS MODELS: enable creation
The mechanisms by of services
which the demand
for services and the
cost of service
construction and
delivery can involve Public - employs public sector front line workers to service client needs etc.
stakeholders in Resource use,
ccr}:-:;:r\lghsj:p:rlzi ﬂoawngi':::ne/gce Private - receives money for contracted service provision, rental of assets etc.
service delivery, and
sustainability delivery chain Individual: Consumers of Services
actors
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Understanding that Service Models are not in
themselves sustainable

. TDN - Top-down services - goals are set centrally

. TBU - Top-down and bottom-up partnerships - central goals are mapped onto local realities to make sure that the
goals are informed by local needs

. BUS - Bottom up service construction - local communities, or intermediary organisations (this could be termed
“mi didelveel wup’), build service portfolios

*  TDI - Technology-driven integration - focus more on the ICTs, in a process that integrates ways in which
communication from multiple channels can be interfaced to the back-office processes

. OTB - Organisational and technological transformation of back-office processes - radical organisational
transformation, through the provision of information integration or interoperability, and involving information sharing

. INB - Integrated national/local back-office - total integration of the back-office processes, underpinned by the
robust use of elD

. COV - Co-venturing - some government resources to sustain the delivery chain, but investment can be provides
also by commercial organisations

. RSP - Resource partnerships - resource contributions, where some services need to be paid for by some users
who thereby subsidise disadvantaged users

. CPF — Core Public Funding - services being maintained through ongoing public funding because there is defined
public value in delivering and sustaining the services

* So, the role of multi-channel is making any model sustainable for
public services to socially excluded people/groups is a key focus of
this study
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From value-chains to value-networks empowered by
multiple channels

Policy: High-level Government. Setting the financial
and policy targets, and identifying the societal and

economic outcomes. (Societal Value)
Goals

Back Office: Regional/Local Government, Private
Sector. Delivering the efficiency value chains.

(Financial Value) Value
Chains

Front-Office: Government, 3Sector, Private Sector. \
Building the effectiveness value chains through

multi-channel service access. (Organisational Value) E”‘::"”g
e

Network

Channels and Channel Mediation: All actors j
involved in creating the value networks in the

service ecosystem. (Beneficiary Value) Network
Value

Socially Excluded People: Benefitting from the value
networks and achieving societal and economic
outcomes. (Societal Value)
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Sound analysis, inspiring ideas, effective delivery
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