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The following is intended to outline our general
product direction. It is intended for information
purposes only, and may not be incorporated into any
contract. It is not a commitment to deliver any
material, code, or functionality, and should not be
relied upon in making purchasing decisions.

The development, release, and timing of any
features or functionality described for Oracle’s
products remains at the sole discretion of Oracle.

ORACLE



Medzinarodny kongres
ITAPA 2008

Sekcia C3

Atraktivhy obsah eGovernment sluzieb

19. november 2008, Bratislava

ORACLE mmitapa

Skusenosti s uspesnymi projektami eGovernment
Riesenia Oracle ve verejnej sprave

Ladislav Kostak
Oracle Czech, Principal CRM Sales Consultant



. Oracle Corporation

Celosvétove...
#1 v Databazich
#1 v Supply Chain Mgmt
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#1 v Customer Relationship Mgmt
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#1 v Human Capital Mgmt

-
|II

|

[

#1 v Business Analytics
Spolecnost Oracle je vedoucim

dodavatelem technologii a aplikacnich
reseni pro verejnou spravu celosvetové

#1 v primyslovych odvétvich

Vefejna sprava

Telekomunikace SRACLE Ty

e o
Financni sluzby g

Maloobchod ( 3

m Ovérena a funguijici reseni
m Znalosti a zkuSenosti

syyak

Sluzby
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. Case Management reseni

Architektura reseni

Socialni Justice & Sluzby Sprava
sluzby Bezpecnost| obcéanim dani

Case Management

X J

Back Office systemy

Master Data . .
Business Intelligence
Management

Architektura a Technologie zaloZzené na standardech
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. Overene a fungujici reseni
Vybranée referencni projekty

American Heart
Associations
Fighting Heart Dissasa and Stroke

i American
A;:'_ecg;:an Dinbat
Society® J Association.

Core = Sarg « Commiment™
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g LS Department of
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| bd | Immigration Canada  Immigration Canada suas Correos y Telegmf 08 ey
=GCAT Administracié Oberta
2200 deCataluma ﬁ UNITED STATES
Gopyrlg!‘r}gsmu Copyright Office Fl—“é:;—m &5 o POSTAL SERVICE»
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. New York 311 N7

Sluzby a informace obcanum

DIAL

et
311

Jako soucast ,Open Government® vytvorime R TR

komunikaéni centrum pro ob&any, které zajisti otk

Newyorcanim pristup ke vSem sluzbam zavolanim na

jediné cCislo — 311.

... Newyorcané tak budou mit pouze dve Cisla —

911 pro naléhaveé pripady a 311 pro vse ostatni.
Michael R. Bloomberg

Leden 2002
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. New York

Projekt 311

New York . @
m 8+ milion( obyvatel H

m Vice nezZ 40 call center/horkych linek

m 120+ uradu (agencies)

m 14 stran telefonnich cisel

m RUzné urovné poskytovanych sluzeb

Cirltiial Affairs

AR : GERETHEN =
LAl Carpantizn OF HEALTH |
DEM Dpartmunt ol e BN Gity of New York/ Mew Yok City
| G iy i NEW LK Parksanenraamn DRPAATHENT CF BLALLINGS
._.".,:.! ! = “ .
! lil B==] 1

NYC Dubarimiadt
of linisthtean
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. New York 311

Schéma reseni

7

The New York City

Meparmmmeeri OF R&icafion

A

A

Komunikacni centrum
Znalostni Baze

B ZIVOtnl’ situace

- v
EIdIMENTARHYG]ENE Cammunity Devalmtml

A conren o
> S Zadosti, podani
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New York 311

Spoluprace vsech uradu a slozek

Komunikacni centrum Dalsi instituce

v

Znalostni baze
Zadosti, podani

[ -

-- Eskalace v . . .

| Detaily pFipadu Umoznit policii zaznamenat

| Informace o a resit vsechny situace
obcanovi ovliviujici kvalitu Zivota

Zajistit plynuly chod vsech
sluZeb mésta “souvisejicich
se spokojenosti obcant
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. New York 311
Vysledky projektu

m 300 operatoru Kontaktniho centra
m 122 policejnich okrski

m 12 meéstskych casti

m 120 uradd (agencies)

m 1 telefonni cislo

m Primérné 25.000 kontaktl s obCany denné
m 80% pozadavkl vyreSeno v €ase kratsim ne 30 sekund
m 90% hovorl vyrizeno v 5 vtefinach

m 24.unora 2003 byl spustén projekt CSMS
m 9.brfezna 2003 byla zprovoznéna linka 311

ORACLE



. New York 311

Oceneni obCany i tiskem

Ehe New Work Times INEW,YORKPOST
DAILY @ NEWS

“It's not just a citizen service hot line, it is the most powerful
management tool ever developed for New York City government,” he
said. "l can't imagine running the city without it. "’
Michael R. Bloomberg, New Yorkers Love to Complain, and Hotline Is
Making the Most of It, New York Times, 12/1/03

‘... Mr. Bloomberg’s top technology aide, Gino Menchini, touted the service
as a "Rosetta stone"” and "by far the most far-reaching and radical
change in applying technology to government" that he had seen in two
decades.’

City Quietly Starts New ‘311" Number, The New York Sun, 3/11/03
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. Dalsi projekty 311

Priklady realizaci

m Mésto Berlin
m Mésto Kolin nad Rynem
m Mésto Hamburg
m Mésto Londyn
m London Borough of Tower Hamlets
m London Havering
m Mésto Liverpool
m Mésto Westminster
m Mésto Middlesborough
m Mésto Memphis
m Mésto Denver
m Meésto Indianapolis
m Mésto New Orleans
m Meésto San Francisco

ORACLE



. Leeds City Council | meayof Leeds

Cesta ke zlepseni tvare mésta

Cilem projektu bylo zkvalitnéni sluzeb poskytovanym
obcanum, predevsim v oblasti:

m Socialni sluzby

m Méstské byty a sprava bytoveho fondu
m Zivotni prostfedi :
m Doprava - T <N~
m Poplatky a licence

m StiZznosti a poZadavky

m Centralni fizeni korespondence ve vazbé na obcany

m Vzdélavani

m Zamestnanost a rekvalifikace
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. Leeds City Council
Potreby

— tecityof Leaeds

Cilem projektu bylo zkvalitnéni sluzeb poskytovanym
obcanum, predevsim v oblasti:

m Obcané pozadovali moznost vybéru odpovidajiciho
komunikacniho kanalu

m Obcané pozadovali okamzitou a kvalitni odpovéd’

m Potreba vytvoreni jednotného pohledu na obcana

m Pozadavek na koordinaci tymu z rGznych oddéleni

m Pozadavek na koordinaci procest postihujicich vice
instituci

m Pozadavek na méreni a zvySovyni efektivity vykonu
verejné sluzby

ORACLE



. Leeds City Council

- — tecityof Leaeds
Reseni

m Vytvoreno komunikacéni centrum s obcany

m Vytvoreno 13 One Stop Center

m Case Management reseni pokryva procesy ve vsech
pozadovanych oblastech

m Vyrazneé zkracena doba resSeni pripadu — pozadavky,
podani, zadosti

m Vyrazny dopad na spokojenost obcanu

m Rocni uspory UK£450,000

ORACLE



Service
Canada

. Service Canada I*

Sluzby Kanadanum

Sit kontaktnich bod( pro obcany, které poskytuji
verejné sluzby mistni, regionalni i statni spravy.

m 32 miliont obcanu

m 19 tisic zaméstnancu

m 600 kontaktnich mist

m 56 miliont hovort rocné

m Zameéstnanst
m Penzijni systém

m Péce o seniory

m Spravuje 1/3 statnich vydajl

ORACLE



Key Initiatives

-1-
Seamless, Citizen-Centred
Service

Service Canada’s Business Framework

Improve Service to Canadians

Increase efficiency and effectiveness of service delivery

2-
Integrity

-3-
Collaborative, Networked
Government Service

-4-
Accountable and Responsible
to Government

-5-
Service Excellence Culture

*Complete Passport expansion,
implement authentication
pilots and renew agreement
(CCSB/PPCA/ISB/Regions)

*Implement Common
Experience Payment
(CCSB/Ops/PPCA /Regions)

*Implement simplified and
standardized EI, CPP, OAS
service offerings in all
channels (CCSB/Ops/
Regions)

*Develop key client segments
of Seniors, Workers

Improve efficiency,
effectiveness, performance,
coordination of channels
(CCSB/Ops/BIB/regions)

*Implement Service
Experience Model in 10
centres (BIB/regions)

*Develop contact centre vision
and implementation plan

(Ops)

» Harvest significant
operational savings, primarily
through benefits processing
automation (EI target of 15-
20% initial/50% renewals by
year end — Ops/Regions) and
realize program savings
(ISB/Regions)

* Increase SIN/SIR integrity
(ISB)

* Implement common
operational risk management
frameworks (ISB)

* Implement quality
management framework for
OAS and develop for CPP/EI
(ISB/Ops)

* Develop application and
mainframe transition plan
(IITB/Ops)

* Implement existing vital
events agreements and sign 3
additional agreements
(ISB/PPCA)

* Develop new citizen-centred
information architecture
(IITB/BIB/Ops/PPCA)

* Support HRSD in LMDA
discussions
(CCSB/PPCA/Legal)

» Implement all aspects of the
FedAA (all)

* Implement stronger
performance culture through
integrated planning,
reporting, resource and
results management (all)

* Meet Paperwork Burden
Reduction Initiative target of
20 percent (Nov 08)
(BIB/OPS/CCSB)

* Develop new 5 year savings
strategy (IS/CFO/PPCA)

» Refine Service Canada
business case (PPCA/BIB)

* Develop long-term capital
plan (CFO/IITB)

* Increase awareness of Service
Canada (PPCA/Regions)

* Unify training resources and
develop national learning
strategy (PCB)

* Strengthen and align
organization, including
national and regional
structural models, HR and
succession planning (All)

» Review delivery of HR
services (all)




. Current Capability Assessment

Level 4
lo7/08 > [|08r09 > |[lo9/10 \ﬁ"u% e
Level 3 = IT and business
: metric linkage
Level 2 Service = |T/business
. m Define services, collaboration
Level 1 Proactive classes, pricing improves business
L 10 Reactive = Analyze trends = Understgnd costs | process
cve = Best effort m Set thresholds m Set quality goals |m Real-time
Chaotic « Eight fires = Predict problems | = Guarantee SLAs | infrastructure
= Ad hoc . Insentory = Automate = Monitor and _ m Business planning
» Undocumented ‘pr = Mature prOblem, report _On services " en
= Initiate S = Capacity Profit” Mgt
= Unpredictable | problemmgt ~ cOMguration, annin _ '
« Multiple help Drocess change, asset P g[ Business Management
and performance ~
desks = Alert and mgt Erocesses [ Svc. Delivery Process Engineering
= Minimal IT event mgt . 1
operations = Monitor availability [ | Service and Account Management
= User call [ Operational Process Engineering
notification ( '
| Tool Leverage
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. Future State Business Process Model

Perspective On High Level Model

Events
@ Service Management Processes
| Induction Solutl_on Service(s) Collect Fees Post Service |
| Activities Planning Deliver & Pay Delivery :
i Activities y Invoices Processes i
E + Client Contact + Assessments + Benefit Payments * Accounts Receivable * Actual versus Plan Review i
! Management + Define Problem » Permits / Licenses « Account Payable - Client Satisfaction Survey !
i +Acquire Client (Identify,  « Plan Solution « Knowledge / Information - Billing Service Fees « Performance Reporting |
i Register, Authenticate) « Configure Orders + Education & Training « Pay Invoices « Closing Activities i
'« Acquire Client Insights /  « Source Orders « Volunteer Services « Claims & Collections !
| Knowledge » Schedule Orders » Other Government :
i Services i

« Other 3™ Party Services

____________________________________________________________________________________________________________________________

Enabling Functions & Processes
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. Capability Development Approach

Description of Development Framework

“Build and Implement Capability Releases 1 through N”

Phase 3+

Build
Capability
Releases

Phase 2

“To Be”
Design /
Release
Planning

Phase 1

Service Canada
Business Vision &
Solution Concept

Level O

Overcome IT Gaps in the Existing
Business

® Release 1: Core CRM Capability Release (may include multi-channel, One client View, Case Management)

® Release 2: Human Resources Release 3: Finance
® New Service Releases 1 to N: Release for each service offering to build “One Stop” service model

“Detailed Business Design & Implementation Release Planning Phase”

Define Operational Model aligned with Business Architecture
Define Information Architecture (leverage One Client View Project)
Define Process and Application Architecture

Define Infrastructure Architecture

“Define the Service Canada Value Propositions and Business Architecture”

® Competencies: Service Excellence, Problem Solving. Mass Customization. Service Management

® Specialization: Customer Knowledge, Service Provider Knowledge, Create and Manage Value
Networks

¢ Attributes: Trust, Accountability, Quality, Speed to Market, Scale, Agility, Partnering

“Upgrades & Development Required to Support the Existing Business ”

® |ITB Transformation Program — “Moving IITB to a World Class Service Provider”
¢ Infrastructure Modernization (various projects)

® DRP, MTP, ITIL capabilities Implementation

¢ Cultural Transfromation

————— A =V =V —



. Centrun Voor Werk en Inkomen
Urad prace a socialniho zabezpeéeni @
CWi

m Jednotné kontaktni misto pro vyhledavani prace a pro
zamestnavatele

m 130 uradq, 4.500 poradcl

m 500.000 nezaméstnanych

m 400.000 otevrenych pracovnich mist

m Socialni zabezpeceni

m Podpora v nezameéstnanosti

m ,Work before income”

ORACLE



. Centrun Voor Werk en Inkomen

Rozsah reseni

m Centralni sprava klientskych dat — obcant

m Case Management pro popis a podporu vSech procesu
m Vice nez 100 formularud

m Integrace na systémy socialniho zabezpeceni

m Provazanost na dalsi instituce
~ A
\ 4

m ManazZerska nadstavba
ORACLE

Zaméstnavatelé ‘
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. Raad voor de Kinderbescherming

Centrum ochrany déti

¥ Ministerie van Justitie
Justitie Raad voor de Kinderbescherming
Organizace hajici prava ohrozenych déti
m Obrana déti a mladeze
m Podpora v rozvodovych fizenich
m Adopce

m Matricni ¢innosti

m 22 Uradd, 2.000 zaméstnancl
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. Durham Constabulary, Britanie

County Durham, Darlington Borough

m Policejni a bezpecnosti organ regionalni urovneé
m Priimyslova oblast s populaci 500.000 obyvatel
m 12 velkych, 260 malych mést

m Potreba sjednotit informacni zdroje
m Potreba identifikovat potencialni bezpecnosti rizika
m Potreba proaktivniho pristupu k jednotlivym rizikim

m Zkvalitnéni profilace a analyzy dat

m Uceleny pohled na jednotlivé hrozby a rizika
m Propojenost dil¢ich datovych zdroj(

m Vyrazné snizeni potencialu hrozby

ORACLE



. Ministerstvo Informatiky, Indie

Department of Information TeChnO/OQy Department of Information Technology

Ministry of Communications & Information Technology
Government of India

m 7.nejvétsSi zemeé na svete
m Populace 1,028 milionu obyvatel
m 35 statu, 22 jazyku, 844 dialektd

m Potreba kontroly socialniho statusu
m Potreba Identifikace sluzeb ob¢aniim
m Potreba sjednoceni identifikace

m Zkvalitnéni prijmu a vybéru plateb

m Zvyseni miry sdileni dat a informaci
m Narust Skaly poskytovanych sluzeb
m Zvysena spokojenost

ORACLE



. Sprava dani

Australian
Tax Office

Virginia
Department
of Taxation

Ohio
Regional
Income Tax
Agency

BREGIONAL INCOME TAX AGENCY,

Founded in 1971

New Zealand

ORACLE

Infand P it
Revenue

Inland

Revenue 4
Authority of D s
S i ngapore gkflTs:Ngg;ortE

Siebel Case Management will be used to manage all audit, compliance and debt cases
across the ATO

Replacing more than 130 identified case management systems across the agency

Deliver productivity savings through automated workflow routing and more efficient
work practices

Have been using Siebel for 5+ years to handle inbound calls and correspondence

Expanded from the contact center to tax collectors and auditors, for a total of over
400 users

Audit case management capabilities are rolling out in 2005

The Regional Income Tax Agency provides services to collect income tax for 115
municipalities/local cities in the State of Ohio

Siebel provides customer services and tax case processing services

Siebel provides customer service and tax case processing services for audit,
compliance and debt management

Singapore’s taxation agency has standardized on Siebel for contact & case mgmt

Cases are created when a tax return is identified for further action such as audit,
enforcement, or prosecution




. Secialni sluzby

Department Enterprise Wide Customer and Channel Management Platform

for Work & PP Tipurtmthy Being Rolled out across Pension and Pension Credit areas — 1,000s users
Pensions 6x improvement in Pension Case Management efficiency

New South Deployed Siebel to support case workers working in their head office and in 85
Wales community service centers across the state

Department Siebel is DOQS’ core operational system,. i.n.cluding an integrated call center and
Community comprehensive case management capabilities

Services Siebel solution holds more than 24 million case records incorporating 20 years of

history, allowing case workers to get a comprehensive view of the client

Centers for Siebel used in 131 offices supporting the process of claims from 750,000 unemployed

Work & people seeking work and income.

Income CWI wants to significantly reduce TCO of their primary systems and at the same time
increase quality, simplify processes and improve communication with social security

(Netherlands) s

Colorado Administers unemployment insurance benefits to 250,000 annually, and manages

Department ﬁ o employer taxation

of Labor & mb’ﬂﬁmt First blind user of Siebel in support of 508 accessibility development

Employment E—

ORACLE




. Ochrana hranic a imigrace

Citizenship
Immigration
Canada

Joint Strike
Fighter
Program

American
Red Cross

Amarican
Red Cross

i i b P

Surface
Deployment/
Distribution
Command

Dept of
Immigration
Australia

Hrpirmrer ol bamigrasas
¢ R R

Improved Immigration Services via a citizenship and immigration global case
management solution across 80 global locations, 39 points of entry

Went live September 2004

Providing the U.S. Air Force, Navy and Marine Corps, the United Kingdom’s Royal
Navy and Royal Air Force with an affordable tactical aircraft for the 21st century.
Will use Siebel to respond to service requests, irrespective of location or method of
access and provide intelligent insight into all aspects of the weapons system's
performance

American Red Cross works with state, local & national government agencies to
respond to natural and disasters, providing services like sheltering and feeding those
displaced by a disaster

Disaster response personnel use Siebel on ruggedized laptops to capture information
in the field about incidents, injured persons, required supplies, & response measures
Data is uploaded back to HQ via satellite trucks

Defense Personal Property System (DPS) has worldwide responsibility for supporting
all branches of Service in streamlining movement of personal property.

500,000 shipments, $1.8B annually, complex approval and monitoring processes for
over 1,000 carriers

Modernization of Immigration processes, issuance of visa’'s, immigration compliance
and detention management

ORACLE



. Regulace a vysetrovani

Wt

The Law Soclety

Regulates UK lawyers

Regulates UK accountants

GEMERAL
MEDICAL

SBuncit Regulates UK doctors

i g
deny e

Regulates UK telecommunications

Healthcate @)Y Regulates NHS healthcare and public health services

Commission

City&s Regulates trade schools and other organizations that grant
Cuilds trade certificates (e.g. building, catering, hairdressing etc)
Ontario

Regulates water treatment facilities in Ontario Canada

@ Adininistsation Regulates civil aviation in the US

Regulates civil aviation in Australia

Florida department of business & professional regulation

ORACLE
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United Kingdom

Leeds City Council

Epsom & Ewell DC

London Borough of Haringey

London Borough of Tower Hamlets
London Borough of Lambeth
Middlesbrough Borough Council

Moray Council

Copeland Borough Council

Braintree District Council

Essex County Council

Suffolk City Council

Rotherham Metropolitain Borough Council
Nottingham City Council

Slough Borough Council

Colchester Borough Council

Lancashire

Tendering

Edinburgh

South West Regional Development Agency
Welsh Development Agency

Spain

Regional Government of Asturias
Regional Government of Madrid

Open Administration of Catalonia-AOC
Water Agency in Catalonia

Welfare Departmento in Catalonia
Regional Health Service in Andalusia
Tourist Board in Galicia

Portugal

Gaia Digital City

Loja do Cidadao

Germany

Hamburg

Berlin

KoIn

Belgium

Contact Center for the Flemish Community
Brussels Regional Development Agency

Italy

Health Service Call Center Lombardia
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Deutsche Post ‘\CF
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DIE POST'

United Kingdom
Royal Mail

Norway
Norsk Tipping

- Sweden

Svenska Spel

Spain

Correos and Telégrafos
Blind Gambling Association (ONCE)
Germany

Deutsche Post

France

La Poste

Chronopost
Switzerland

Die Post

Greece

Hellenic Post

OPAP




. Magistrat mesta Ostravy
Ceské republika

Magistrat mésta Ostravy se rozhodl zkvalitnit
komunikaci s obCany a uUroven poskytovanych sluzeb.

m VCasné a uplné informace pro uredniky a obcany
m Zlepseni vztahu mezi magistratem a obcany

= VyuZivani novych komunikaénich kanald i
m Zefektivnéni vnitfnich proces(
m Snizeni chybovosti
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. Projekt eSMO

elektronické Statutarni Mésto Ostrava

m Redeni kli¢ovych Zivotnich situaci
m Prvni faze — 2 procesy
m Vydani pasu
m Komunalni odpad
m Druha faze
m 20+ procesu
m Spolufinancovani z prostredkt EU

ORACLE



. Dotazy
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