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Agenda/Topics

e Co-production services. Some examples in e-Health and Real Estate

sectors in France s Christian Bourret

* Potential of eHealth for mother and child care in the developing countries * Sujitkumar Hiwale

e Health services % Oliver Heinz

e Transportation, and can | choose automated vehicle < Naohisa Hashimoto
* The e-Citizens system in Croatia — services, experience, opportunities n < Arian Rajh
e Citizen-oriented services to fight corruption in context of developing & Salah Uddin Ahmed

countries —



Main Issues

= Post panel discussions were mostly on the topics of e-health services and
e-citizen systems. Audience raised several questions about the future of e-
services.

»Issues that were raised in the discussion:

e Security —is it enough secured?

e Sensitive data — many people are reluctant to share (i.e., medical records)
Benefits of e-services — removes the need of physical locations/presence
Transparency — allows better transparency
 Many un-useful services — many services not used to that extent by real users

Application Context — same services may not work in all cases due to
differences among users

Privacy, GDPR



Problems or Odds

* People’s unwillingness

* Lack of Funding

e Lack of Administrative awareness

e Lack of skilled/ knowledgeable persons

 Lack of proper infrastructure
* Interoperability



Solutions to take forward

* Make useful applications — focus on real users, Not being over
enthusiastic or run after hype

e Focus on Basic needs rather than less used features
e Keep designs simple

e Context awareness — copy good examples from others but fit with
context and need

e Promote, disseminate the real benefits

e People are not only convinced but also eager to use when they see
the benefits

» Stable, secured and transparent application gets public trusts
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E-government Services

E-government is defined as, “the use of technology to enhance the
access to/and delivery of government services to benefit citizens,

business partners and employees”



E-government and Corruption

Relation between EGDI vs CPI
UN's e-government development index (EGDI)
Transparency International(Tl)'s corruption perception index (CPI)

Years analyzed 2003, 2004, 2005, 2008, 2010. 2012, 2014 and 2016

World correlation average of 0.79 (high correlation)

*(Ref- Tintin et al.)



EGDI and CPI

Table 1: EGDI status of Bangladesh and its neighbouring countries.

Table2: Transparency Internationals CPI

Name of the | Rank EGDI Online Telecomm Human
Countries Out of Service Infrastructure | Capital
193 Component Component Component
Sri Lanka 74 0.5418 0.6535 0.2341 0.7376
Maldives 94 0.4813 0.3622 0.3952 0.6865
India 118 0.3834 0.5433 0.1372 0.4698
Bhutan 143 0.2829 0.2441 0.1755 0.4290
Bangladesh | 148 0.2757 0.3465 0.0941 0.3866
Pakistan 158 0.2580 0.3228 0.1174 0.3337
Nepal 165 0.2344 0.1575 0.1684 0.3774
Afghanistan | 173 0.1900 0.1811 0.1472 0.2418
Myanmar 175 0.1869 0.0236 0.0084 0.5288

Country Rank Score
Afganistan | 177 15
Bangladesh | 143 28
Mayanmar | 130 30
Nepal 122 31
Pakistan 117 32
Srilanka 91 38
India 80 40




EGDI| and CPI

 Ghana reached the level of the index EGDI 0.241 in 2003 and 0.712 in
2014, an increase of 95% in the level of usage of E-government.

* The level of corruption decreases by more than 45%.

EGDI and Transparency

 Empirical evidence supports the relationship between transparency
and e-government (ref- Abu-Shanab)



Strategies for Fighting Corruption

Strategies suggested by UNDP to fight corruption
* prevention <=

e enforcement

e access to information <¢=m

« empowerment and capacity building.



E-government Services Capabilities

Benefits | o Electronic delivery of services
* fast and effective administration e reduces interactions with officials
* Provide better services e speeds up decisions
* Transparency and accountability e reduces human errors

Prevent corruptions
e Easy access of information
e Greater transparency
e Limiting human contact
e Closure of loopholes for bribes (ref. Lord Ntambw)



Well desighed e-gov services

Transparent, limiting human involvement, ease access of information

Fight corruption through many mechanisms like
* making corruption actions more risky
e providing incentives to public officials
 making it easy to select honest officials

making officials more accountable

help maintain norms of integrity and trust



Areas of application and Improvement

Apply E-Services Services
* Tax Return

Passport Office
Railway Services

Land Record and Survey
Department

Bus Transportation Systems
Road Transport Authority

Measure progress using Indexes

e E-Government Development Index (EGDI)
e E-Participation — United Nations EPI

e Open Data Barometer 2017

e Open Data Index 2017
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phellow seven

your personal health fellow 24/7

sharing of patient generated data
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Architecture to integrated citizen-based services
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Trends

 Healthcare beyond the EHR
— Scheduling appointment and self check-in
— Consent management & data transparency
— Smart wayfinding and planning
— Video consultation e.g. for aftertreatment
— Patient reported outcomes (for care & research)

 Seamless user experience with other services in the city of
Heidelberg based on joint digital identities

LC
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The “e-Citizens” system In
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Services - themes

Components of the system
o The eCitizens central portal
o Personal inbox

o National identification and authentication system

Legal state and security 0
Family and life 0
Education and training O
Transport and vehicles 0

Activve citizenc -

Finance and taxes

Health

Labor

Business

Hoiricinad and the environment




Services

o Health

OSOBNI KORISNICKI PRETINAC e-Uslu

o My prescriptions

OSOBNI KORISNICKI PRETINAC

o Issuing EU health .
Insurance card

Sto je sustav e-Gradani i kako Sto je Osobni korisnicki pretinac?

koristiti usluge? = My G P

Sustav e-Gradani uspostavljen je s ciljem Putem VaSeg Osobnog korisnickog pretinca, ukoliko

modernizacije, pojednostavljenja i ubrzanja imate vazeci OIB, mozete na siguran nacin
komunikacije gradana i javnog sektora te povecanja koristenjem odgovarajuce vjerodajnice pregledati i
transparentnosti pruzanja javnih usluga. upravljati porukama koje su Vam upucene iz javne

uprave te ujedno i pristupiti zeljenim e-uslugama. [:l I\/I y h e alth po rtal
Uslugama u sustavu e-Gradani i Osobnom
korisnickom pretincu moZzete pristupiti ako Krelrajte Gsobnl korzniekipretinac >
posjedujete vjerodajnicu koja se nalazi na

Listi prihvacenih vjerodajnica

Preuzmite mPretinac za svoj mobilni uredaj

o Appointments

b P S AL LR PomnYeigl il Ul G hs PRV N Nk g MRS S0 o IS 0 A 0



use of the system

Lista prihvatljivih vjerodajnica
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The use of the system

Pristigle poruke (1)

o Personal inbox messages

Pretrazivanje: 1-150d 15
Gl Pregled arhive

W Izbrisane poruke Posiljatelj Predmet Datum

% |staknute poruke HRVATSKI ZAVOD ZA ZDRAVSTVENO OSIGURANJE (HZZO) Obavijest o privremenoj nesposobnosti z: 16.02.2019.

.
HRVATSKI ZAVOD ZA ZDRAVSTVENO OSIGURANJE (HZZO) Obavijest o izradenoj Europskoj kartici zdre 04.02.2019. [:I I ake n S I C k I e ave

3 voje maPE @ MINISTARSTVO UNUTARNJIH POSLOVA (MINISTARSTVO UN Istek registracije vozila 01.02.2019.

" gmu .
Balovanja MINISTARSTVO PRAVOSUDA (MINISTARSTVO PRAVOSUBA) Uvjerenje da se ne vodi kazneni postupak 09.10.2018. n Otlfl C atl O n S

HRVATSKI ZAVOD ZA ZDRAVSTVENO OSIGURANJE (HZZO) Podsjetnik na otvorenu narudzbu na zdrav: 30.09.2018.
HRVATSKI ZAVOD ZA ZDRAVSTVENO OSIGURANJE (HZZO) Podsjetnik na otvorenu narudzbu na zdrav: 22.09.2018.
HRVATSKI ZAVOD ZA ZDRAVSTVENO OSIGURANJE (HZZO) Obavijest o isteku Europske kartice zdravst 17.09.2018.

HRVATSKI ZAVOD ZA ZDRAVSTVENO OSIGURANJE (HZZO) Podsjetnik na otvorenu narudzbu na zdrav: 14.09.2018.

HRVATSKI ZAVOD ZA ZDRAVSTVENO OSIGURANJE (HZZO) Podsjetnik na otvorenu narudzbu na zdrav: 20.03.2018. [:l Varl O u S re I I l I n d e rS (e 0 g a
MINISTARSTVO UNUTARNJIH POSLOVA (MINISTARSTVO UN lIstek registracije vozila 01.02.2018. f | f h i I

b Notifications in personal inbox



Opportunities and future
developments

i

[

Disruption of paper-
based processes

New services are
continually being made

o0 ...In the health
domain

o pharmacovigilan
ce related

REPUBLIKA HRVATSKA
MINISTARSTVO UPRAVE
Uprava za e-Hrvatsku
STATISTICKI IZVJESTAJ 1Z
NACIONALNOG IDENTIFIKACIJSKOG | AUTENTIFIKACIJSKOG SUSTAVA (NIAS)
OD 01.06.2014. DO 01.02.2019.

C) Korisnici sustava e-Gradani
C.1) Ukupno registriranih vjerodajnica u sustavu e-Gradani®

? Ukupno registriranih vjerodajnica - zbroj predanih pristupnica za vjerodajnice ePass i/ili mToken na $alterima Fine, plus broj korisnika koji su uspjesno
konvertirali svoje HZMO, HZZ ili REGOS vjerodajnice u ePass, plus broj korisnika koji su se autentificirali kroz NIAS pomocu vjerodajnica AAl@EduHr, HZZO,
ePosta, banke i dr.

C.2) Broj jedinstvenih korisnika u sustavu e-Gradani™

0 Broj jedinstvenih korisnika u sustavu e-Gradani - ukupni broj razlicitih O1B-ova koji su se barem jednom prijavili na bilo koju od e-usluga putem NIAS-a.




Opportunities and future
developments

o What could be done to increase the user-centricity of the e-Citizens e-
government system?

o widen services, rely on open data to create new services, including all public institutions
which interact with citizens (G2C) + evaluation of services by their users and lessons
learned

o all the platforms should be covered !

o free legally valid eSignature can be used only in Windows environments (e.g., for
registration of baby’s name after the birth, which requires mother’s and father’s
eSignature)

o simplification and adjustment of services

o adjustment for senior citizens + education campaign

o gamification for younger citizens etc.




Potential of eHealth for mother and
child care in the developing countries
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Trends in Maternal Mortality
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Reasons for sluggish progress...

e Limited access to preventive maternal health services,
e Poor administration,

* Poor logistical and technical ability,

* |nsufficient financial assets, and

* Dearth of skilled health personnel

Source: United Nations, World Population Prospects

February, 2019 pH I ll ps



3000

2500

2000

1500

1000

500

0
W

)

Trends in eHealth literature

» o P F P P o o

February, 2019

PP >N
m

Source: PubMed

PHILIPS



eHealth: Potential and challenges

Potential

180
160
140
120
100
80
60
40

20

2018 2025

u Marketsize (USD hillion)

February, 2019

Challenges

Usability

Low adoption

Limited evidence and deployment
Scalability

Interoperability

Cost effectiveness

Contextual factors

Uncertain regulations, ethical and,
privacy related issues

PHILIPS
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E-Healh through the evolution of the French Groupe
La Poste

Groupe La Poste = Mail delivery (postage stamps) now largely
electronic and sharp decrease in paper mail (letters).

The Postman’s job must be completely redesigned through
Innovations centered on everyday life betting on start-ups.

"Caring for my parents" experience launched in 2017. Postmen stop
to parents' home / once or several times a week and send a short
report via SMS or email.

Service completed by Helpline for older people at home. Highly
competitive market. A competitive advantage on the human follow-up
by the postmen during their visits.



Pour votre tranquillité,
je veille sur celle
de vos parents.

Nicolas, facteur 8 Mende

= Veiller sur
= mes parents

Caring for my Parents

Groupe La Poste



Also home delivery of drugs by the postmen: partnerships with
chemists that will thus better retain their customers.

Also Partnerships with private hospitals companies to prepare
hospitalizations and optimize care pathways.

Social responsibility of company with citizenship values + social link
ldea of services co-production at the heart of all this evolution

But far away from public service ideal ... A form of public services
“commodification” of public services ?

Importance of data and connection / internet also / Real Estate and
Building Sectors



In Real Estate and Building Sectors

Always idea of services co-production

Tablet uses / individual house building. Example of bachelor students in
apprenticeship.

To visualize evolutions of the house building

To coordinate interactions / different building jobs (painting, plumbing,
electricity ...). And also

With home buyers and different services ( municipality, etc.) + neighbors

Data and memory of the house cf. EHR (Electronic Health Record).



"
Memory and traceability.
BIM or Building Information Modeling
A smart house in a Smart City or Village.

- All is data for Advanced Citizen-Oriented Services in a services
co-production way



