Le numérique dans les organisations publiques : avantages, défis et limites
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...DIGITIZING PAPER FORMS AND MAKING THEM
ACCESSIBLE ON A WEBSITE IS NOT A GREAT
putomobile ONLINE EXPERIENCE

Changement nom / Formulaires

adresse

Permis de conduire Afin de pouvoir ouvrir les formulaires sur Mac Os X 10.6 et plus, nous vous conseillons d'utiliser la derniére version
Examens d'Adobe Reader. & Cligquez sur ce lien pour I'obtenir.

Retrait de permis / Si toutefois vous ne parvenez pas a ouvrir les formulaires, veuillez cliquer /- ici pour obtenir la procédure.
avertissement

Plagues ) ;
d'immatriculation Nom du formulaire Numéro

Permis de circulation Concerne | Tous a

(carte grise)

Importation de véhicules

) . Cherch A !
Expertises (contriles SUEL UL

technigues)
o _ Résultats de 1 & 15 sur 85 123456 »=>
Modifications technigues
(tuning, jantes,
accessoires etc..) Numéro Nom du formulaire Secteur concerné
Véhicules spéciaux et 211 A Demande d'immatriculation - cession de plagues Plagues d'immatriculation
autorisations spéciales Permis de circulation (carte grise)

. . Espace professionnel
Véhicules véterans

220 | Demande de permis d'éléve conducteur ou de Permis de conduire

Véhicules électriques ] '
permis de conduire

Personnes a mobilité

réduite 221 .| Demande / modification du permis de conduire au  Permis de conduire

Espace professionnel format carte de crédit Retrait de permis / avertissement
Taxe / tarifs 338 i) Demande de remplacement de permis / plaques & Plagues d'immatriculation
Formulaires Déclaration de vol d'un véhicule et des plagues Permis de circulation (carte grise)

Expertises (contriles technigues)

Uil
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IMAGE YOU DON'T HAVE TO FILL IN TAX
RETURNS ANYMORE

Are there any changes
compared to last year’s
tax return?




WHY ARE WE NOT DOING IT? WE STILL STICK
WITH OLD THINKING PATTERNS

Smart
Digital Government??
S o7 Government
TS Open 1 From singleflayers to ecosystems
Governmes ICus gn vglue
" rom closed to open siStems
[l Focus on accessibility
@ V-Ceemment

1T From desktop to mobile
[l Focus on channel

[l Extending outreach
® /t-Govemment

[0 From paperto digital
[l Focus on medium

[0 Internally-oriented M/vu.ﬁ/

FEEEEErrereerr et e e et e et e e e e e e et r e e e e e e et e e e e e e e e e e e e e e e e e P EEE TR T T T UNIL | Universite de Lausanne
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WHAT IS SMART GOVERNMENT?

Some frequently mentioned characteristics:

= Integration: Fusion of physical and digital infrastructure for the

purpose of improving government action (based on loT
platforms)

= Smartness: Anticipation of events (based on predictive
analytics on « big data»)

— Personalization: Contextualized feedback to physical or digital
cues (based on machine-learning on «little data»)

> Robotization: Automation of «fuzzy processes» (based on
bots)

= Interaction: Combination of passive and active participation
mechanisms with citizens (based on open data and citizen
engagement)

> ...

FEEEEEEE et e e e et et et e e e e e e et et e e e et et et ee e et e e e e e e e e e e e e e e e e e UMES“HF
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EXAMPLE |: PREDICTIVE ANALYTICS BASED
ON OPEN DATA FROM IOT DEVICES

Fickmangsworth

aie
Crons

Couchas opérationnellas

¢ e
’ londan_erime_prediction2017 U .

“squh
v O Crimes prediction 2017 per 1000 usual _ Heetield
=

@ OFFICE OF JUSTICE PROGRAMS

NIJ

ABOUT NI |

National Institute STRENGTHEN SCIENCE. ADVANCE JUSTICE.

of Justice

NL Home Page Funding & Awards ~ Events =~ Publications & Multimedia -~ Training = Topics
i Home Page > Eunging
i~ I-Time Cri ing Chall
Solicitations Real-Time Crime Forecasting allenge
Current
Forthcoming We have released PPB CFS data for March-May, 2017 (zip, 7.83 MB).
Expired We anticipate announcing all winners on June 30, 2017.
Challenges Note: NIJ has modified its agreement with the Portland Police Bureau. The
Guidance data from the Portland Police Bureau is public and as such may be used by
individuals/entities for secondary data analysis for non-Challenge related
Frequently :
Asked Questions topics.

Human Subjects
& Privacy

The Real-Time Crime Forecasting Challenge secks to
Protection

harness the advances in data science to address the
challenges of crime and justice. It encourages data
scientists across all scientific disciplines to foster
innovation in forecasting methods. The goal is to

Proposal Review
Funding Programs

Fell hi

SRaMRIES develop algorithms that advance place-based crime
Research forecasting through the use of data from one police
Assistants

Jjurisdiction.

Crime Forecasting

CHALLENGE

Data R
# ROt On this page find:

1. Qverview

Laboratory

datchwnth Herth

WHAT'S NEW | ALL TOPICE

(o]
Ingntestons g
\Watfard Borshammiood
Loughtan
Hatres
Hitlon
South B
Sy Billericay i
Chigeell Brentwond
: Wiek
Basildon
Pteza
Grays
Gravasend
Swankay
tesgpad Rochesler
New Ash Bresn

snarland

s, Eurt, HERE, Garmin, NGA, USGS | Esr, HERE L =2e]

© Tobias Mettler 2017
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EXAMPLE II: CHATBOTS AS INTERACTION
TOUCHPOINTS WITH CITIZENS

. o — ' .
Singapore > —
government < Recent WWI Block o0 Commiva W &P o .
h tb t i Recent : Block
el & Welcome to the L
Government's Citizen Assist,

Perfoct:

Location: Any Police station
Required documents: Your
updates ID and two Photos

Would you like some
assistance?

Ask for appointment
Read information R

20

Search nearby police stations
Docs and fees I

Related links

120

CEPEEEREEEE e e e e e e et e e e e e e e e e e e e e e e e e e e e e e e e e PR TP EEEEEEEEEEEEET T UNIL | Université de Lausanne
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PLUG: COMBIN

NG IOT WITH CHATBOTS &

95 % )

eee00 MEDIONmMobile ¥ 10:49
< Chate @CamBot

Bot
.

Configured as motion sensor.

Set alarm in case of activity.

ALARM! - Mon, 31 Oct 2016
08:00:03 +0000
Send image...

<@

user add [nickname]: adds a new
user

user del [mickname]: deletes an
user

Telegram

icareLausanne -
Bot

[=]=]s]

I
M~

admin add [nickname]: adds an
administrator

admin del [nickname]: deletes an
administrator

wifi user [ssid] [user] [password]:
adds a WIFI configuration with WPA-
EAP security, needs a reboot to
activate

wifi key [ssid] [psk]: adds a WIFI
configuration with PSK security,
needs a reboot to activate

wifi country: sets a country code,
z.B. DE, needs a reboot to activate

wifi reset: deletes the wifi
configuration, needs a reboot to
activate

wifi info: shows the wifi
configuration file
wpa_supplicant.conf

ip: shows th network configuration
from ifconfig an iwconfig

P

|S|:"|reibe eine Nachricht...

© Tobias Mettler 2017
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HOW TO CREATE GREAT ONLINE SERVICES

THAT TOUCH THE NERVES OF CITIZENS?




TWO WAYS HOW INNOVATION IS HAPPENING

= Public-private-partnerships o
= IP protectionism & commercial motive | This is what you

= High reliability design - learn in project
= Well-planned (CE/FDA approval) management
= Slow time to market ] courses

Decision = High cost, risk, impact vs. low cost, risk, impact projects

maker’s = Regulatory control vs. quick results

dilemma = Established relationships and structures vs. unknown
players and arrangements

= Engaged citizens ]

= Open & altruistic motive J
= Purposive design . “Grassroots”
= Exploratory (trial and error) Initiatives

= Low outreach

PR rrerre e eeerrrerrere et e e e e e et e r e e e e e e e e e e e e e e e e e e e e e e PR EEEEEEETT T UNIL | Université de Lausanne
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ARE WE REALLY PREPARED AND
WILLING TO INCLUDE CITIZENS FOR
SERVICE INNOVATION?

 "T'M SORRY. WHAT OTHER OPTIONS ARE THERE?”



IN EITHER WAYS, THE POINT OF DEPARTURE
SHOULD BE A REAL "CITIZEN PAIN POINT" ...

Some examples:

> Every-day problems
o Traffic jams, stressful situations,...

> Getting access to personal information
(i.e. information that actually should be
rightfully owned and controlled by citizens)

o without the need for physical presence to obtain
information

o without the need to make a master’s
degree in Law and Computer Science to
understand its content and access it
= Depositing demands or creation of requests

o without having to search the Internet for hours to
find out how to do it

o without having to enter the same information over
and over again

o without media-breaks
(0]

Uil
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.BUT KEEP FOCUSED AND DO NOT OVERSTRAIN

= Think big, but be pragmatic
= Don’t bet everything on one horse

= Diversify in terms of service types (e.g. transaction-oriented
vSs. information-intensive services)

oncon | Aora | e | e
0 1 9 15

User needs are researched A core service is built to The service is improved, The service is public and
and identified meet the main user needs then tested in public works well. It'lLbe
Learn more about the Learn more about thealpha Learn more about the beta continually improved to
discovery phase phase phase meet user needs
Learn more about the live
phase
Source: UK Government. 2017. "Digital Transformation." from https://www.gov.uk/transformation/exemplars M

FEEECErre et e e et e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e E R C TR EEEEEEETE] UNIL | Universite de Lausanne

© Tobias Mettler 2017 18
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DEVELOPING GREAT ONLINE SERVICES IS NOT A
SPRINT, IT'S RATHER A MARATHON

Initiation Adaptation Routinization
Adoption Acceptance Infusion

to t, t, ts
1 ’ ]\ V )\ . )
Entry Motivation problem Utility problem
problem
How can users be What long-term
What does encouraged to participate  impact does it
it afford to In a continuous way? have on users?
users?

Sprint
distance
(100m)

Medium Long
distance distance
(1500m) (42 km)

FEEECEEE et e e e e et e et e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e R R EEEEEETTEEEEETE] UNIL | Université de Lausanne
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GREATEST CHALLENGE: TO KEEP USERS TO
COMING BACK TO YOUR SERVICE

> New digital services 100%
«compete» for the attention State distribution of users (%) against time

Q0%
of users and against (week of usage)
thousands of existing online 8%
and offline services

= To be able to deliver high-

0%

guality feedback to users, a b{m Inactive
continuous participation is 50% ) L:
rGQUired A0% ® Utilitarian
> Even when adding some o —
«fun elements» it is hard to
keep citizens using the 20%
digital services o
> Consequently, data streams o o
run dry In the Iong-run 012 3 456 7 8 9 10111213 1415 16 17 18 19 20 21 22 23 24 25

Source: Mettler, T., Wortmann, F., & Fliichter, K. (2014). How do hedonic design features influence an application's usage.

http://aisel.aisnet.org/ecis2014/proceedings/track16/1/ M/

FEEEEErrereerr et e e et e et e e e e e e et r e e e e e e et e e e e e e e e e e e e e e e e e P EEE TR T T T UNIL | Universite de Lausanne
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ADVICE #1: TAKE A LIFE-CYCLE VIEW ON CITIZEN
INTERACTION AND DATA SHARING

Citizen / employee...
| ¥B 1

Stationary
devices
(personal
computer,
work terminals)

Smart devices /£
& sensors :
(smartphones,
fithess

trackers,...)

provides
. 01100101 01110010
customized 41101000 01100001
|nf0rmat|on to 01100100 01101001
€. 01110010 01101001

01110100 01100101
Little data

(personalizing citizen

decides
actions to

be taken by 1

information) is hosted by
1 o0 Law enforcement
fm (5 ) g i 0 Healthcare
> S Q-ﬁm o0 Urban planning
B are data | - E?éfi isbasisfor — L&Son T — 0 Electricity
, £ i gj s 88 J. .
collectors “hivi S = 0 Education
for [eiay .'7.'.: |2 A T o ...
Big data Advanced
(harnessing citizen / monitoring/tracking
employee information) solutions -

(e.g. physiological
stress detection)

Uil
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ADVICE #2: BECOME A KNOWLEDGE SHARER

INSTEAD OF A PURE DATA HARVESTER

User value Knowledge sharer

A

Neural networks,
Prescriptive bots...

Data harvester

analytics,
Pattern machine-
recognition, data learning...

visualization,
clustering...

Big data

Response on | Response on
aggregated individual
level level

Collecting Analysis on

data for the aggregated
sake of level
collecting

IT Maturity

Uil
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ADVICE #3: SYSTEMATICALLY THINK OF
CITIZEN TOUCHPOINTS AND ENGAGEMENT

Some boring ways how to do it...

v |

12:18 PM

L Water Alarm

1 You still have to drink

e

12:18 PM

myf

Summary

5

glasses of water today

MNext drink due: 8:22 PM

_Reminders & |
basic advice

© Tobias Mettler 2017

CALORIES
1 L] 20 REMAINING SOy

Goal Food Exercise Net

1200 +0 -0 0

Diet with friends and lose up to 3x more. Learn
more.

MelissaHaskin burned 207 calories
daing 22 minutes of Running ogging),
5.2 mph (11.5 min mile)

peer pressure

_Comparison & |

12:18 PM

|LM_[_"-:1 king ]
Quited for: 1 day, 2 hours
Saved: 10 cigarettes, EUR 1.75
Live: 1 hrs longer

O %

No more 100%
sudden taste and
death smell

€02 and
02 normal

ity AVEIREIYE

T'll have fewer Nickel
wrinkles -, Used in coins

Rationality &

bad conscience M/

PETEETTEIIEITE TR ] UNIL | Université de Lausanne
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ADVICE #3: SYSTEMATICALLY THINK OF
CITIZEN TOUCHPOINTS AND ENGAGEMENT

Some more funny ways how to do it...

01:20:17

527 mi g'a5"l
Jolly Alpha Five Niner
Your story begins here

e @X

Wiasion: Hosaital Med Supaly

Start Mission

Source: https://zombiesrungame.com

FEEEEErrerreree e eeerrrerrere et e ree e et e e e e e e e e e e e e e e e e e e e e e e e PR EEEREEETT T UNIL | Univers
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ADVICE#4: ESTABLISH A TRIAL AND ERROR
CULTURE AND EXPLAIN WHY THIS IS NEEDED

“slow” speed (top-down) “fast” speed (bottom-up)

= Emergent (technological
potential drives
digitalization)

= Exploratory and
experimental (co-creation
with citizens, prototyping)

= "Unorthodox” way of
working (design thinking,
agile programming)

= Rather short-term

= Hierarchical (policy drives
digitalization)

= Well planned (technology
roadmaps, technology
architectures & blue
prints)

= Established skills (well-
known programming
approaches)

= Rather long-term

clash of
philosophies

Source: Gourévitch, A., et al. (2012). "Two-Speed IT." from https://www.bcgperspectives.com/content/articles/it performance it strategy two speed it/

Uil
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ADVICE#4: ESTABLISH A TRIAL AND ERROR
CULTURE AND EXPLAIN WHY THIS IS NEEDED

Digitalization strategy Innovation & cgauplexity

few months

Trends in computing
Knowle”- _ .nanagement

Several ]
years / - _ - -

decades [ .

Open data

FEPEEEEEEEE e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e TR TEE TR EEET T EEE LT T UNIL | Université de Lausanne
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LAST ADVICE: KEEP TRACK OF
ENGAGEMENT AND SATISFACTION LEVELS...

> RATIONAL ELEMENT = Expected benefits from using
r}{ digital service

n
‘ o Transactional benefits (e.g. less effort, more
throughput, cheaper, ...)

o Informational benefits (e.g. more information, real-
time view, connected information,...)

N o Strategic benefits (e.g. more freedom of action,
empowerment, ...)

? > EMOTIONAL ELEMENT = Anger, fear or envy reduction
vs. sympathy and pleasure increase from using digital
services
é ,u ~ . o
2 > HABITUAL ELEMENT = Ability of the digital services to
9 n create new habits or change/discontinue old patterns
Source: Mettler, T. (2012) Post-acceptance of electronic medical records: Evidence from a longitudinal field study.

http://aisel.aisnet.org/icis2012/proceedings/ITHealth/1/ M
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...AND BE PREPARED FOR UNANTICIPATED
USE AND WORKAROUNDS

PR rrerre e eeerrrerrere et e e e e e et e r e e e e e e e e e e e e e e e e e e e e e e PR EEEEEEETT T UNIL | Université de Lausanne

© Tobias Mettler 2017 28






THANK YOU FOR YOUR ATTENTION
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ABOUT MY PERSON

Since February 2017 Associate Professor at the University of Lausanne and
responsible for the research unit about Information Management at IDHEAP

2013 - 2017 Assistant Professor at the University of St. Gallen and
responsible for the competence center Health Network Engineering

2012 - 2013 Senior Researcher at the Institute of Information Management of
the University of St. Gallen and Executive Director of the PhD. program in
Management

2010 - 2011 Senior Research of the Internet of Services Practice at SAP
Research

2006 - 2010 Research assistant at the Institute of Information Management of
the University of St. Gallen

2004 - 2006 Consultant at Solution Providers (Synpulse AG)

Vice-chair of the Working group on Ambient Assisted Living of the International
Medical Informatics Association (IMIA)

Scientific board of the Swiss IT Benchmarking Community in health care

© Tobias Mettler, 2017
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Prof. Dr. Tobias Mettler

Université de Lausanne,
Institut de hautes études en
administration publique
Bureau 1005

Batiment IDHEAP
CH-1015 Lausanne

Tel.: +41(0) 21 692 69 50

tobias.mettler@unil.ch
www.unil.ch/idheap
www.researchgate.net/profile/
Tobias_Mettler
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INFORMATION MANAGEMENT @IDHEAP

; H“x.. New research unit at the IDHEAP since February 2017 with currently 4 team
. “members

Research, education and consulting related to
> Smart Health: Use of sensor-based systems for health monitoring outside
of public health institutions, privacy-aware tracking of patients...

Information Management > Smart Government: Application scenarios of algorithmic decision-making

In the public administration, use of sensor-based systems for real-time
_ _ monitoring, improvement of citizen participation with IT, alternative IT
& O ‘E‘E' innovation strategies...

. ' - > Value of Information Technology: Development of optimization and
assessment methods for measuring value of IT services, maturity models,
new and alternative forms of digital business models,...

« — Open Data: Open platforms and standards, two-sided markets, new
services based on open data, civic action-driven innovation ...

Peplip | B SRR 8 S Current research projects:

... " > Physiolytics: Application of biosensors at the workplace for occupational
health prevention (SNF-funded project)

> [Care: Application of smart IT for increasing the autonomy of people with
increased need of care (EU / Interreg-funded project)

FEEEEErrereerr et e e et e et e e e e e e et r e e e e e e et e e e e e e e e e e e e e e e e e P EEE TR T T T UNIL | Universite de Lausanne
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