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We developed iISAC because:

B Terrassa has a good Citizens Inf. & Attention Service -
SAC.

W [t is overloaded (400.000 calls a year, 77% on city
directory)

m With the new channel we can serve more people -
24x7- at almost the same cost

B Main technology already exists, the need is for
transference and innovation projects

B New PA research was on the way at the university

B The university team had past successful experiences in
local govt. and SMEs in Girona (Triple Helix)
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SAC

Citizens Information & Attention Service

Total calls 2005 331.799

Tipe of calls Percentatge

Commercial activities 1,03
Public services directory 2,75
Calendar of events in the city 0,18
Info on procedures in public agencies 0,51
Info on municipal procedures 4,98
City directions 0,1
Public hiring process 0,10
City gov. providers management 1,69
Calls from outside of the city 3,81
Service times, e-mail addresses, websites (directory) 1,43
Demmand of service lists 0,06
Used fournitures to be piked up at home 0,32
Public Internet Access Points reservations 0,04
Telephone - fax directory 77,57
Traffic and transportation 0,63
Completion of Municipal proceduresby phopne 4,80
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The University of Girona
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Timing
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FASE 1
OSS QA search
Nat lang. sol

Semantics (local
& admin)

Citizens’ K DB
integration

Catalan lang.

2006

FASE 2

iISAC basic tool
pack (product)

2 pilots
Spanish version

iISAC+AOC web
indexing

FASE 3

Multimodal
Multilanguage

Synt Image

ISAIAS
(iSAC internal

and interadmin. )

WikiFAQ
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The objectives

Developing a new channel of accessing public general information and services
Improve transparency and trust in PA

Obtain a learning citizen centric eGov service

Available 24 hours 365 days a year, via the local website

Avoiding the overloading of the existing services, allowing for better services to
people with special needs at no extra cost

A system to help evaluating citizens’ services continuously
Setting up a new form of Citizens Attention Services in European towns and cities

Provide standard methods and technologies required by the Citizens Services to
encourage and support the mobility of European citizens within the EU

£ E.
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e SAC — ISAC moael

. iSAC P
City & go Citizens

1. Analyzes &
understands
the question «
2. Scans

the system
3. Identifies
the right
answer

4. Provides
answers
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An open context

B Public information & City information:
W Available services (public & private)
W Activities, calendar of events
B Learning opportunities’ information & registration
m Public hiring
m Mobility & transport information
B NGOs, voluntary organizations
B Map & geographical information
B Connection to public services
B A hand in procedures, models, forms
W Access to participation processes and activities
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City & gov Citizens
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Natural language and flexibility







IMAN TIC networ




Ajuntament &

City & gov
context

iSAC
context

1. Analyzes &
understands
the question

2. Scans
the system
3. Identifies
the right
answer

4. Provides
answers

Citizens
context




Structured information in DB

DB is maintained from city government, but its content
is made of:

= [t's own information system

= DB with useful city information created from the
social network

We need iCities (i for information, intelligent,
innovative, interoperable, ...) to create such a context
in which this culture is possible

Then, knowledge in the DB belongs to the citizens

b o
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City & gov Citizens

1. Analyzes &
understands
the question «
2. Scans

the system &
identifies
answers
3. Selects and
ranks

4. Provides
answers
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Quality indicators

= # demmands

= % correct answer

= Attention times (system’s capacity)

= New information data into the K System
= User satisfaction

= Employees + to back office services

= # FAQs — in phone calls & offices walk-ins
= Service cost freeze

@ - AQ
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N° de preguntes sense resposta

Fregurtes senee N° de preguntes mensuals

resposta = 431

Preguntes amb

|. Freguntes amb resposta = 5,565 @ Preguntes sense rasposta = 431|

ik

Ajuntament -rJ:



Distiller

Dades
unicipal

ctivitat Semantic

s ciutat
d

Repositori de Base de
Dades Dades de

QAs i FAQs

m Agenda || Tramits | Altres
mprese d’'Acte ervej AQ

o
3
&
R/
o AQC »

Ajuntament -:; de Terrassa Administrecls Oberta
de Catalunya




Systems” architecture
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ontenidor @
Servlets

DB server
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navigation
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Lessons learnt
when confronting and challenging iISAC

ISAC as an information integrator in public admin.

New features and functionalities to be developed,
as specialized information —consumer, scholar-

There is a need for a modular tool

Confirmation of the appropriateness of building a
users’ group

" The need for adopting a unique taxonomy for
citizen services

" Since there is a deep will for sharing (tools, ideas,
problems and solutions!) within the sector, we are
on the process to build a Living lab
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Modular iISAC

ISAC sms?

RYA®
regional

ISAC
Mobility (pda)
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Sefveis en proves:

fSACllmn.lumh

Escriviu una pregunta breu i ISAC, el nostre
Servei d'Atencid Ciutadana, us respondra a
l'instant.
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