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Taoeic oXETIKEG ME TNV EupulwvikoTnTa

H digioduon Tng eupulwvikoéTnTag 0TV EAAGOQ TNV 1" louAiou

2007 Arav 6,84%, onueiwvovTtag €Trola aucnon 156,39%
(Maparnpntipeio yia Tnv K1ll, louAiog 2007)

2UP@wWVva JE TNV augnon tTng dicicduong Twv EU-25 xwpwyv, n
EAANGDQ xapakTnpileTal we “évTova avatrTuooouevn (intensely
developing)” (EU, lavoudpiog 2007)
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H opdda TTou EpYyACTNKE OTO MOVTEAO

Anpog HpakAgiou
KwoTtag Moxiavakng — lNpoiotduevog TuRuatog MNMANpo@opIikng
MavwAng MTmioAakng — Mnxavikog

MavemioTApio KpAtng — Kévrpo ETTiKoivwviwy Kail AIKTOWV

MixaAng Kahoyrpou — Mnxavikog Aiktuwyv H/Y

MavwAng Zoupdpng — Mnxavikog TexvoAoyiwv HAekTpovikAc MaBnong
Mapartnpntipio yia Tnv Koivwvia tng NMAnpo@opiag
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EmixeipnuaTtikdO MovrtéAo EupulwVIKOTNTOG

From measuring output to measuring outcome

AnuioupynOnke atrd 1o Cisco IBSG yia 1o Afuo
HpakAgiou

YwnAou emTeEdOU JOVTEAO, TO OTTOIO TTEPIYPAPEI TO
TTAEOVEKTAMATA XPNONG EUPULWVIKOTNTOC

« EmiTpETTel duvauika oevapla

« EUKOAQ TTPOCOPPOCIUO EPYOAELIO




Eion NAgovekTnUATWY

TECEPYOUOTAKAUE TTAEOVEKTANATA JOVO VIO TNV

Tomik Autodioiknon

 MeTpnoipa

* [loloTIKG (MN HETPAROINA )

Eptreipia Trou aveEDSEIEE TA TTAEOVEKTAMATA XPONS TNG
gUPUlWVIKOTNTAG




AlodiIKaoia

®aon 1 H opdda Cisco IBSG petépepe
TEXVOYVWOIa Kal EYTTEIPIA ATTO
TTapOpoIa EpYya, OPACEIG KOI MEAETES

®aon 2 NMNpoodiopioTNKE N CTPATNYIKI, OI
Opaocig Kal Ta Epya Tou Afjuou
HpakAgiou

®don 3 To “Emixeipnuoatiké MovTélo

EupulwvikéTnTag” yia To HpdakAgio
BacioTnke o€ TOMKA Oedouéva,
TTapopola Trapadsiypara Kail digbviy
EMTTEIPIO
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Baoikoi 21oxol Tou Anuou HpakAegiou

NapaywyikétnTa & MoIOTIKOTEPES

ATTOTEAEGUATIKOTNTA YTrnpeoieg yia OikovouIKN Augnon

0T0 BNUGTIO TopEa TOUG TTOAITEG AvarrrTuén £E0OOWYV

. llll ln [ 1 lII‘I|l“_|u ||:




ETriIAeypeEveg Apaoeig

Category ! Policy area |Initiative Description of the service Hard Clualitative
Productivity public sector Funicipality inspectors in general Inspectors to be able to send information of 4 X
inspections (parking, inspct in shops, offices,
water measure,...) to the office. All day in

streets.
] an line services for citizens Citizen to be able to transact with govt online ks ¥
|Economic Development Technological parks Service to enterprisesfsmb ® ¥
] Digital information - transportation Transportation: giving infarmation in bus stops ®

about next bus, infrmation inside bus, videos,
infarmation of public services

‘| Social Services Develop area of Dilina {low income) Fush development of Dilina: free internet X
access and attract students to the area
] Help Inmigrants integration in society: T+ |Give language courses (now there are physical X
programs anes), information about legal things,

procedures,... T

kiosks in public buildings places Create points in public buildings (kiosks, etc.) |x ¥
where citizen can go to accessftransact ps

Cther social services Develop different services for citizens that can X
bhe accessed thru digital means (ehealth far
elderly: panic button, T care patient-doctor,
remote pression measure, etc. )

Increase Revenue Parking warden (specially for tourists) funicipal officer detects the infraction, digitally |x
creates the case and real-time the information
is received by the owner (probably rental car).
Benefits is that the money can be charged to
the custormeritourist) before leaving the country

Advertising in buses Public administration can "sell” places in buses X
far private companies to advertise (or
themselves send messages to citizen)

Taourism: location based infarmation and  |location based information sending, videos, ® #
videos, news. Hotspots, PDA that can be |etc.. for tourists to know cultural
hired, ar given at the airpart. activitiesishopsfetc in the area
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Apaoeic Kal NMAgovekTAHAT

[ NopaywyikémTa

Anpociou |

| Metakivoupevor

Topéa YmdaAAnhor |

Oikovopikn
AvaTtrTugn

Eupufwvikni
__ Ytrodoun

// HAEKTPOVIKEG

!

Alayeipion YTrnpeoieg
Kukhogopiag | VT',‘ZEZE

Toupiouoég j




MapaywyikoTnTa Anuooiou Touéa

v A0ENon TTapaywyikoTNTAC YE TN XPrOon E0WTEPIKOU OIKTUOU
(Intranet) kai vEwv UTTNPECIWY
v Baolkég uttnpeoieg Intranet :

- HAekTpovikéC INpounBeiec (eProcurement)

- AutoeguttnpEéTnon (Self service)

- Alaxeipion (administration)
- HAekTpovikn extraideuon (eLearning)
- Y1rnpeoieg ouvepyatikotnTag (Collaboration -

videoconference, application sharing, KTA)

lNnyég: Brescia, Hillingdon, Cisco
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http://wwwin/
http://purchase.cisco.com/ariba/
http://wwwin/HR/benefits/index.html
http://www.cisco.com/jobs/
http://www.cisco.com/pcgi-bin/jobs-resume_first.cgi
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MapaywyikoTnta Anpooiou Touéa:
METPNOIUO TTAEOVEKTHMOATO

Public Administration

PA Employees in Herakleio 1,300 @ Benefit ~ Uptake
E-Proc  10% :j Yr 1 7—0"_'_'_'_? 25%
Average salary/hour 10.5 |m. -

i 0 () 0
Hre worked week 375 @ Self Service 0.60% [ Yr 2 ouem— —— 4 0%
MRO Spend ~ 5,000,000 (3] Admin" 0.60% (3] | Yr3 eomm——50%
E-Learning 1.00% i:j Yr 4 oue— — 7 0%

Yr 5 M 100%

»
=

Collaboration” 1.00% [*

Productivity Analysis IBS Productivity
Navigation 120% 1,600,000
100% 1,400,000
() Public Administration | 1 00 000
80% - I r '
_ Inspectors 60% | e H 1,000,000
. . . I il 800,000
_ Online Public Services 40% e
) Tourism 20% l I I 400,000
0% — _
) Traffic ’ IBS Productivity 200,000
Il Collabn Wl E-Learn [N Admin Self Svce [l e-Prog -
_ Economic Development Y1 Y2 Y3 Y4 Y5
_ Summary

Herakleio Cisco, IBSG
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MapaywyikoTnta Anpooiou Touéa:
TTOIOTIKA TTAEOVEKTAMATA

v E§oikovopunon XpOvou Je Tn XPRonN QUTOHATWY
O1adIkaciwyv **

v Meiwon avdykng yia epyacieg diaxeipiong (back-office)
v Mgiwon TG Ypa@EIOKPATIOG

v AUENon TG IKavotroinong Twv £pyalopéVWY

v BeATiwon Tng €iIkévag Tng Anuooiag Aioiknong

v Evioxuon tng opadikoTNTaG KOl CUVEPYATIOG

v KaAuUTtepa ektraideupévol utrdAAnAol

v Aldxuon tTng TAnpo@opiag eUKOAOTEPO Kal TAXUTEPO

** YMEZXZ: pévo yia TiIg aITAOEIG adeIwV eKTIMATAI OTI atraiTouvTtal 1.000.000 epyatowpeg !!




MeTakivoupevol Anpociol YIraAAnAol

v H mpooBaon oc eapUOYESG ATTO ACUPHATEG CUCKEUEG ETTITPETTEI
EPYOOIES TTPAYMATIKOU XPpOVOU :

- AvakTnon TAnpo@opiag / aITAUATOG

- Avagopd tTAnpo@opiag / diEKTTEpAiWONG
v MeTpAOINA TTAEOVEKTAMATA:

- Meiwon back-office dpaocTnpioTNTAG (E1I0AYWYNR OTOIXEIWV)

- AUEnon apiBuoOU SIEKTTEPAIWOTEWV

v MTTopei va EQapHOOCTE YIO OAd TO £i51 TWV HETAKIVOUHEVWV

UTTaAAARAWYV

Nnvég: Grennsbhorough (USA, 2006) case study, Intel, Cisco




Mobility aAAadel ....

Tov TPOTTO TTOU EPYACOMAOTE
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1950s-1990s 1990s-2002 __ Today ,
FpdupaTa Kal oNUEILHATA Voice Mail ka1 Email AMnAeTrispaon MNpayparikoy

Xpovou (Real-time) —
Instant Messaging, two-way
text paging, Blackberry, etc

TTPOCPEPOUV AuECES “Same
Day” amravtioeig

To onuepivo smixsipnuariko mepiBaiiov arrairei llpooBaon kai
Aiaouvdeon Omroudnrrore kai OmroredNIrore
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MapaywyikéTnTa :
Mn Em0OswpnTég,
TuvdeSepévol kai Real Estate Anpoéaoiol
AL GRS Agitoupyoi
- I
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] |
Mn MeTakivoUpevol

MeTakivoupevol
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MeTakivoupevol Anpooiol YraAAnAoil:

METPNOIMA TTAEOVEKTHHATA

Inspectors
. Inspectors Uptake Y1
Inspectors 340 =\:j o — 25 %o
Total Visits/Year (Cases) ~ 242,500 (3] Inspectors Uptake Y2 0%

| T T N T T |

Data Entry Staff 2

;"
)

Inspectors Uptake Y3

- ﬁh 80%
/—\{—\
Time Saved per Week (hrs) 11 \;
Inspectors Uptake Y4
m\/’_‘ 100%
Inspectors Uptake Y5
M 100%
Inspectors Productivity Inspectors Potential Extra
Navigation Impact Visits
= 2,500,000 | 80,000 |
. Public Administration 5 #8600 i 70,000 |
(+) Inspectors o ; 60,000 |
1,500,000 | 50,000 |
_ Online Public Services 1,000,000 | 1‘8882 :
& . | 50,000 |
\_Jlaurizm 500,000 | 20,000 |
__ Traffic I 10,000 |
— N ™M < N 2 L
_ Economic Development s s Y1 Y2 Y3 Y4 Y5
_ Summary - :
Herakleio Cisco, IBSG




-
MeTakivoupevol Anpooiol YraAAnAoil:

TTOIOTIKO TTAEOVEKTHHMATA

v BeAtiwon amaiToUpevou XpOvou SieKTTEPaiwong Adyw
TTANPOPOPING TTPAYHATIKOU XpOVOU

v Meiwon ypag@elokpaTiog

v BEATIWON ATTAITOUPEVOU XPOVOU ATTOPACEWV

v AO0¢non Ikavotroinong utraAARAwv

v Meiwon amaITACEWY O£ XWPOUGS EPYATiag

v AOENOoN UTTNPECIWY TTOU ATTAITOUV CUVEPYUTIES

v’ AJEON AVTATTOKPIOT O€ ETTEIYOVTA TTEPICTATIKA

v KaAUTepeg real-time KoOIVWVIKEG UTTNPETIES
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HAEKTPOVIKEG YITNPETIES VIO TOUG
TTOAITEG

TpEIG KATNYOPIiES
- Avalntnon NAnpoyopiag
- Aitnon BonBeiag
- Mpoocwiki Atraitnon

v Al¢non NMapaywyikoTnTag
v EAdTTWON @O6pTOU EpYaTiag

v IkavoTroinon moAiTn

nyég: Celent, BCG, Cisco, Netimpact (Momentum), Hillingdon
(ATr6 auTég TIG MEAETEG, 4.40 UpW AVA IO SIEKTTEPAIWOT NAEKTPOVIKIAG UTTNPECiIag. ATTO TO

YMN.EZ. exTipdaTtan 36 eupw ava pia dIEKTTEPAiwON)
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HAEKTPOVIKEG YTTNPEDIES VIO TOUG TTOAITEG:

METPNOIMO TTAEOVEKTHHMATA

Online Public Services

% of Cases Web Potential
. . . /—\(‘\
Citizen Transactions (Physical) 137,985 S| Tell Me 30% @ “100% @
Citizen Transactions (Phone) ~ 500,000 (3] Help Me 40% () 60% a
e
@ =
Savings per Web Enabled Transaction 20.00 @ Relate to Me 30% O 15% @
Implementation Y1 Implementation Y2 Implementation Y3 Implementation Y4 Implementation Y5

o r—— 10%  o——30% — o— — 0%  ou— ) O0%  ou—— 100%

Transactions Automated Impact of Web Enablement
Navigation 400,000 8,000,000 |
. , , 350,000 7,000,000 |
( fEialpadmiaistiztion 300,000 6,000,000 |
_ Inspectors 250,000 5,000,000 |
(+) Online Public Services S linss 120,008 |
= 150,000 3,000,000 |
\ Tourism 100,000 2,000,000 |
() Traffic 50,000 1,000,000 |
N L N L
_ Economic Development Y1 Y2 Y3 Y4 Y5 Y1 Y2 Y3 Y4 Y5
_ Summary -
Herakleio Cisco, IBSG




I
HAEKTPOVIKEG YTTNPEDIES VIO TOUG TTOAITEG:

TTOIOTIKA TTAEOVEKTAMATA

v AO¢non Ikavotroinong 6Awv Twv
OUVOAAOOCOONEVWY HE TO AnpoOoio
v 24wpn TpooRacn, Heiwon XpOvou SIEKTTEPAiIWONG

v ATToQuyn TTpooéAeuong oTa dnuooia KTipia,
g¢olkovounon Xxpovou Kal XpAMaTog **

v Zuvepyaoia pe GAAoug SnUOCIOUG POPEIG

v YmrooTtApién Tng Wneiakng X0ykAiong

v YmrooTtApi§n Tng Kaivotopiag otnv MNMepipépeia
v ZuppeTOXIKOTNTA — HAEKTPOVIKA AnUokpaTia
v TIPOETOINATIN VIO VEEC CUMMETOXIKEG UTTNPETIES

v Tomiki AvamTuén
**I'TNZ: 160M eupw yia Toug TToAiTeg Kal 330,000 wpeg epyaciag yia Toug
dnuooioug uttaAAjAoug (To 2006 cixav 4 ekaT. NAEKTPOVIKEG CUVOAAQYEG)




ToupIouOG

v Zroixeia: Huépeg kol XppaTa ava ETICKETTTN

v BaOIKA TTAEOVEKTAMATA:
v Néeg ToupioTikég utTnpeoieg (videos, LBS, odnyoi
TTOAEWYV, HVNMEIWV KTA)
v Mavra ouvdedepévol (always connected) ToupioTeg
v MpooéAkuon EiXeipnuaTiKoU TOupiopoU (OuvEéDpIa,

OUVOVTHOEIG, KTA)

v EvioxXuon TOTIKAG EMIXEIPNHATIKOTNTOG

lNnvyég: Forrester, Expedia.com, US Chamber of Commerce,

Cisco, Hotels (Marriot, Fairmont, etc.)
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ToupiouOG:

METPNOIMO TTAEOVEKTHHATA

Tourists per Year

Average Days per Tourist

Average Spend per Tourist '

Tax Rate on Tourist Expenditure

Navigation

Tourism
N Extra Days per Tourist Y1 Extra Spend per Day Y1
2,000,000 (%) o —— 0 .5 1 [ m———

G < Extra Days per Tourist Y2 Extra Spend per Day Y2
: N p— 0 .60 (O rr————— 1 .06

449 ;' Extra Days per Tourist Y3 Extra Spend per Day Y3
= ] p— 0 .90 o —— 5 . 02

2% =)

i Extra Days per Tourist Y4 Extra Spend per Day Y4
p—— 1.4 o D p——— 5. 1 1

Extra Days per Tourist Y5 Extra Spend per Day Y5
2.00 q—C " " " " | 7.11
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Cisco, IBSG

» Tourists per year, Average days pr Tourist, Average spend per Tourist: source Greek National Tourism Organization (GNTO)
» Tax rate on tourist expenditure: estimated average tax income from companies related to tourism




TOUPIOHOG: TTOIOTIKA TTAEOVEKTAMATA

v MpooéAkuon EmixeipnuaTtikou ToupiopoU (40%

TagIdIWTWYV atraiTouv Internet Access)

v MpooéAKuon VEWV TOUPICTWYV
v Al¢non Zuvedpiwv, EKBEoewyV KTA
v EvioxXuon TOTIKAG EMIXEIPNHATIKOTNTOG

(Sevodoxeia, eoTiIOTOPIO KTA)

v AUEnon ToupioTIKOU EVOINPEPOVTOG

v Anpioupyia véwyv Béoewyv gpyaciag
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Alaxeipion KukAogopiag

v TIAnpo@opia TpayuaTIKOU XpOvou
Yia KAROE€IG

v ETTavaxpnoINOTTOIRCIMN TAKTIKN
v EmitrAéov é000a

v Meiwon xpovou gpyaaciag

v BeATiwon odnyIKAG CUMTTEPIPOPAC
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Alaxeipion KukAo@opiag: NETPNOINO
TTAEOVEKTAMATA
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OikovouIk AvaTtrTugn

v Anpioupyia vEwvV ETTIXEIPAOEWYV
v Moapapgovi UPICTAPEVWYV HOVASWYV
v AO¢non €06dwv (HEoW POpwWV)
v Anpioupyia véwv Béoewyv gpyaciag

Nnvyég: Almere, Acil Tasman (Victoria), MIT/Carnegie, Oulu, Brescia

(Anmioupyia véwv emmixeipnoewyv amod 0,5% o€ 5% avaloya pe TV TEPIOXN)
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Oikovopik AVATTTUEN: METPNOINO
TTAEOVEKTAMATA
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Herakleio Cisco, IBSG

Number of Businesses, Average revenue per Business and Average Employees per New Business: source is the Centre of

Entrepreneurial and Technological Development of Crete (KETA CRETE)
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OiIKkovouIK AVATTTUEN: TTOIOTIKA

TTAEOVEKTAMATA

v Anuioupyia TexvoAoyikwyv Mapkwyv
v AvaTtrTuglaky wOnon o€ OXETIKOUG TOMEIG (TOUPIOHOG, KATOIKIO KTA)
v Avayvwpion oav KalvOTONOG TTEPIOXN
v Anpioupyia UTTOSOMNNAG YIA TTEPAITEPW AVATITUEN
v Al¢non €06dwyv, augnon KOIVWVIKWY SaTravwy
v MetdBaon otnv Koivwvia tng Nvwong
v N€€g eTIXEIPNMATIKES EUKAIPIEGS:
— Y1mrnpeoieg TMNE
— Shared service centers,

— Marketplaces yia MME KTA



2UYKEVTPWTIKA TTAEOVEKTHHATA

Selections

Summary Benefits

Initiative Benefits
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(+) Summary -
Herakleio Cisco, IBSG
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Cisco Internet Business Solutions Group:
NMapoxn ZUPBOUAEUTIKOU Epyou

= The Bridge = Connected Health
= The Connected Republic = Connected Cities
= Connected Government = Connected Homes
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Public Administration

~ = Benefit
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Public Safety Collaboration: After Cisco

Mobile Government

A serious traffic
accident involving
several vehicles occurs
on a bridge. Police, fire,
and emergency services
are dispatched.

One of the vehicles is
carrying hazardous
materials. Weather
information and modeling
tools operate on laptops
in the fire vehicles over
the wireless network,
giving real-time precision
weather information.

The police deploy several
units for traffic control.
Officers view local traffic
cameras on their laptops
over an outdoor Cisco®
wireless network, enabling
timely decisions on routing
traffic.

Public information officers
for the police and fire
agencies coordinate from
the scene using video
conferencing and shared
data from the command
post. Up-to-the-minute
information is available for
distribution to the press.

The fire department sets
up an incident command
post. Police, fire, and
emergency services
operate over a unified
wired and wireless
network, including voice
interoperability.

Police and fire have
dispatchers share incident
information with the

transportation department.

This information is
delivered wirelessly to all
transportation vehicles,
who respond with the
correct resources.

Emergency services use
wireless handhelds to
upload triage information
to a patient tracking
system, shared in real
time with local hospitals.
Family members are
directed to the correct
hospital.

The accident scene is
cleared quickly, and
traffic disruption is
minimized.




Mobile Worker/Inspector Productivity:

Before

A new business wants to
move into the

community and requests
an inspection certificate.

The supervisor reviews the
collected information the
following day and
approves.

The city sends out an
inspector who only has
paper forms. The
inspector fills out the
forms but must return to
the office to submit
them.

The inspector returns to
the business the following
day and delivers a
certificate of occupancy.

The inspector returns to
the business a few days
later to collect additional
information requested
by the supervisor.

The inspector makes three
trips to the business
before issuing the
certificate. Additional
inspections are delayed
because of the long
delays.




Brescia Sees ROI from Multiple Sources

Unemployment Avoided
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