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Chapter 1

Introduction of Se o u | Metropolitan Gover nmg
e-Governance Policy Study

The Seoul Metropolitan Government (SMG) has leekrader and innovator in-&overnance
and hassuccessfully applied information technologies in public administration to achieve t
public service delivery, as well as improve commuiacathannels for citizen engagement a
empowerment. Both thénited Nations e-Government Survey by the United Nations Departmer
of Economic and Social Affairs (DESA) and Digital Governance in Municipalities Worldwide
by the eGovernance Institute @he School of Public Affairs and Administration (SPAA) at Rutc
University consistently rank the Seoul Metropolitan Government (SMG) as the top municipalit
Governance.

Public administrators from around the world have shown interest in such polanesthe
SMG has undertaken a concerted effort to collaborate with such local governments toitsx|
exemplary cases. However, information technologlicy adoption requires certaimfrastructureto

be in place and often presemtsal governmentwith challenges duringheir adoptionprocess.

This study wild/l provide decision maker
background of the-governance projects, but also with the nuts and bolts of the projects v
would allow them to have clear understanding of whattoexpetthi s st udy ai ms
major exemplary cases in thegevernance area, and validate the elemte of those cases.
provides analyses that wi || constr uctse lacal

governments that are particularly interest




1.INTRODUCTION

1.1.0BJECTIVESOF STUDY

As one of the most important municipal governments in Asia, the Seoul Metropolitan
Government has played a key role in leading Hi&oeernance campaign in the region. The
SMG contines to outperform its competitors, both local and international, in various
international EGover nance me aseGovweramer(tServey . ,RulUbDigiad s 0
Governance in Municipalities WorldwifieSeoul consistently ranks first in measures across
suchareas as-Governmentontent, service delivery and citizen and social engagement. The
SMG continues to utilize its-governance initiatives to support and encourage other good
government efforts, and has succeeded in applyi@pwernance as a catalyst greater
government reforms and connecting with its broader strategic objectives, which are to create
a more effective, efficient and open government for the citizenry.

The study will bridge some theoretical and practical gaps in the adoption and imialeome

of eGovernance. The study analyzes the three categorical exemplary cases (e.g., 1. SNS, 2.
Innovative tools, 3. WeGO) of the SMG, and provides validity of excellence for each case.
These three categories are further examined in sevegasegoris o f SMGO6-s di gi
governance, and the study finally focuses on the following seven exemplary cases:

1. Utilizing SNS and other social media channels to correspond to the changing needs of
public service, exemplified in the four sutategories:

(1) Eung-Dap-So
(2) mVoting
(3) 120 Dasan Call Center
(4) Oasis of 10 million Imagination.
2. Implementing new and innovative tools to deliver public services:
(1) GIS
(2) ETAX System

3. The creation of Worlde-GovernmentOrganization (WeGO) and utilizing WGO as a
platform to enhance international collaboration between municipalities and governments
in the field of eGovernance

The paper synthesizes exemplary case studies to offer guidel@€oternmentevelopers
all around the world. This study higbhts the complex process of building an effeceve
Governmentand emphasizes the importance of an innovative platform that relies on the
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partnership of private and public sectors. Moreover, the Seoul case demonstrates that
Governmentrequires strong eiding leadership (i.e., the important roles of the Mayor and

Chief Information Officer) under whosbighly-centralizedoffice the administration can

generate a lonterm master plan for the development and coordination of various efforts
among numerous daborators. This study will provide international municipalities and
Governmentdevelopers around the world with useful insights and practical managerial
implications for utilizinge-Government o enhance each cityds comp
the qualiy of life for all citizens.

1.2.SELECTION OF THE EXEMPLARY CASES

Countries from all rungs of the economic development ladder could benefit from the City of
SeoudGbewermnmentpol i ci es. The Seoul Mgdverrance | i t an
initiatives aredesigned to provide better and more timely public service content to all citizens

from different socioeconomic backgrounds, open diverse communication channels with its
citizens to address declining public trust towards government, and engage citizens and
empower communities through participation and knowledge sharing. The seven exemplary
cases have been selected by the leading researchers in this field based on the essential
components of responsiveGovernance for implementing innovative public admiaisbn

efforts during all phases of information technology development and social growth.

The City of Seoul has been a leader and champieGivernmentaind has actively utilized
Information and Communication Technologies (ICTs) to offer solutions tergbvurban

problems, including those in education, health and transportation. No longer can municipal
governments claim to have achieve@evernance by simply offering Internet services or
wireless connections to their citizens; governments need to lge tabprovide highly
customized and selective public services to individual citizens in a sensible and timely
manner . The researchers have agreed that th
and understanding as to how the application -@ogernage has morphed from simply

providing public service and infrastructures to enabling citizens and fostering new and deeper
citizen involvement within the governing pr
participation through SNS and the Data Viszialy Project offer an opportunity from which

other international municipalities with similar goals and plans can benefit. The researchers
took into account the extent of information technology infrastructure of the municipalities,
especially in underdevgbed and developing countries, while focusing on the practical
applicability of the cases.

In the case of ETAX, the researchers have agreed that in order to achieve the goal of a
transparent and trusted system of fair taxatimme of the most importanequirements for

good governancé the online tax payment service needs to establish a competitive and
creative process, build a slim and seamless process, and provide an integrated and interfaced



process. Seoul 6s att e mpttaxsystem saruck a ceordewithathef a i r
researchers.

Finally, in the case of WeGo, the researchers were intrigued by the City of Seoul
Government ds commit ment t o eQowm@dne araomglocalt er n &
municipalities with the mission ofupporting the gathering and sharing of knowledge,
information and data in ordeilo increase the understanding of howgawernance can
strengthen the fundamental partnership between public and private sectors.

1.3.ABOUT RUTGERSSPAA

The School of Public fiairs and Administration§PAA) at Rutgers UniversitiNewark is
ranked ¥ in Technology in the U.S. and & Public Administration and Management, and
is the only Public Affairs school accredited by the Network of Schools of Public Policy,
Affairs, ard Administration NASPAA) and the International Commission on Accreditation
of Public Administration Education and Training Prograt@APA ).

SPAA is home to the National Center for Public Performance, which includes-the E
Governance Institute. It is theigsion of the EGovernance Institute to explore the effects of
the internet and other Information and Communication Technologies (ICTs) on productivity
and performance of the public sector.

Based on this expertise, -Gdvaenancewrexem@anytpolicsyt udy
cases and also assesses strategies and policies for the adoption and utilization of these policy
cases for the international municipalities. The main motivation of the research is to examine

t he SMGOGs 1 nnovat itsatee patdornts and ther&ffectsrog transgamency,i s
accountability and citizenentric administration.

1.4 .PARTICIPATING RESEARCHERS

o Project Manager/Principal ResearcHer: Marc Holzer (University Professor,
RutgersSPAA).

0 ResearcheDr. Aroon P. Manoharan (Associate Professor, University of
Massachusetfis Boston) Dr. Jongmin Shon @Assistant Professor, Rutgeg$AA).

0 Research AssistartEunmi Choi, Minsung Kang, Sungyoon Lee, Hyuk Yang
(Graduate Students, Rutge&38AA)



2. INTRODUCTION: THE CITY OF SEOUL METROPOLITAN GOVERNMENT E-
GOVERNANCE PoLICY

Since 2003, the City of Seoul Metropolitan Government and the Republic of Korea have
continuously ranked in the top spotsTihe Municipal eGovernance International Survey
conducted by Rutgers Univaty, as well aghe EGovernance Survdyy the United Nations
(2003~2016). During the last 13 years, the S&tetropolitan Governmerttas become what
numerous international governmerssek to benchmarks their vision fore-Government

The city has show strong leadership in envisioning a letegm strategy in the development

of eeGovernment Based on it§-ive Year Longerm Strategya dedicated team of experts
gat hered around the municipalityés | T divi si
cit y @@&overnmentstrategy, policy, infrastructure and regulation. The Office of the Mayor
acted as the liaison between various government agencies in the development of the new
infrastructures, while outlining the guiding principles for sharing informatand
collaboration with related agencies.

The ITU (International Telecommunication Union), which is under the auspices of the United
Nati ons, publ i shed a s p-&eoulalcase stuffyo rats tpiatrite do f
technology watch report ifkrebruary 2013. Referring to the City of Seoul as one of the

wo r | d ésavviesteitieh that has retained its top ranking in theet@®bvernmensSurvey

since 2003, the report cit edGovemneentapazitet Met r
along with dverse and unique digital services for its citizens.

2.1HISTORY OF SEOUL METROPOLITAN GOVERNMENTES E-GOVERNMENT

The City e6Gdverrnenthaslbées systematically developed since the 1990s in an
effort to automate and computerize the various wadcgsses of city administration. The
major spur for its development was due in part to the national effort to make information
technology (IT) a sustainable growth strategy for Korea. Within this context, the City of
Seoul wrote into ordinance tlieS e o atdopolithn Government Framework Ordinance on

Informatiorfd and theii Se o u | Metropolitan Government Ordi
Administratiod, ®oth in 2010, capacities to tactically manage the development and the use
of IT for its city administrat n . This all owed for the rapid

infrastructure technology from informatization of the administrative process to expansion of
services to its citizens, increased civic participation and greddamecracy. The City of

S e o0 wlGdévernance went through gradual and distinct phases of development during the
past two decades.

1 The report can be accessed heréttps://www.itu.int/dms_pub/itu _-t/oth/23/01/T23010000190001PDFE .pdf
2 http://legal.seoul.go.kr/legal/english/front/page/law.html?pAct=lawViewandpPromNo=403
3 http://legal.seoul.go.kr/legal/_english/front/page/law.html?pAct=lawViewandpPromNo=187
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Figure 1-1. S e o u-dGdvernment Development Phases (adopted from SeGolvernment
2013)

The First Phase (19901999):

The Computerization Phase in whithe basic infrastructure for the use of information
technology was established.

The Second Phase (1992007):

The Online Connection Phase in which the
administrative services and electronic information weregnated.

The Third Phase (20072011):

The Network For mat i eShe oRuH as ep liam wiaisc hi ntpH e mfewn
new mobile environment, which emphasized the participation and sharing of information
required for the advent of Web2.0.

The Fourth Phase(2011-2015):

During the Smart Government Phase, the City of Seoul pushed ahead with the Smart Seoul
2015 plan, which was intended to integrate online and wireless infrastructure and provide
customized services to the citizens by utilizing bigta and open public data, thereby
enabling diverse opportunities and venues for increased civic participation and open
government.



The Current Phase (2016020):

The City of Seoul hopes to secure its leading position in the togrerected digital
techrology era and maintainthewdllei ng of i1 ts citizens throug
2020 Plan. o

2.2E-GOVERNMENT INFRASTRUCTURE

The role of Seoul Metropolitan Government is to organize information systems dealing with
al | ci ty gov ervicesnme estaldish tefeaorh hetwork comnectin@selated
organizations, and to arrange an exteng@overnmentpromotion group headed by the
chief information officer (CIO).

Taxes, Finances, Contracts

Planning, Audit, Education [ﬁ]

Informatization Planning, ./c.\b]
Human Rights, commuties "'I % Construction
Welfare, Seniors, g y .
the Disabled 6 g Transportation
Women, Childcare ‘{7 =+
‘ B ' Health, Food Safet
Children & Youth e-Government 4 Health, Food Satety

Economy, Jobs M\ — t Culture, Tourism,
n Sports, Design
Safety, Firefighting, w '! Environment, Parks,

Civil Defense .. Water Supply

Housing, Real Estate,
Urban Planning,
Magok Project

Figure 1-2. Seoul Metropolitare-Government
Source: Seouwt-GovernmenBrochure (206)

The Seoul Metropolitan Government has arranged a total of 614 types of information systems
for IT-based highly efficient city administration which control integrated public services,
including urban planning, culture, tourism, transpastgtand housing.

In March 2012, the entire efforts of Seoul Metropolitan Government were directed to
developing a new content management system (CMS) on which emplmepsst their
blogtype writings and develop other websites. Therefore, the infasmat each site could

be spread out across social networks and citizen. It is also possible to make comments
through the internet.



3. SEOUL (5 E-GOVERNMENT STRATEGIES

The Seoul Metropolitan Governmentos e&tatus
Gowernment has provided the SMG with opportunities to experiment with diverse
technological innovations and garner sufficient support from the central government, which
was also on its way to implementing its new vision for government operations, called

A Gorvreme nt 3. 0. 0 | foriented approacmowhieh fgeueses poh epenness,
sharing, communication and collaboration, as opposed to the government led approach.

The holistic Government Portal integrates all major administrative services provided by
individual government institutions to facilitate more effective deliveryegbovernment
services. For the SMG, the two major challenges are utilizing Big Data and rapidly
transitioning to mobileentered provision of public services.

3.1.UTILIZING BIG DATA To OFFER NEWSCIENTIFIC, INNOVATIVE ADMINISTRATIVE SERVICES

The Seoul Metropolitan Government has considered new strategies to improeerdeta

and administrative innovation in public services which citizens can connect with advanced
public serviceThe Seoul Metropolitan Government coordinates a variety of data baged on
Governmentunctions, pursuingthe sloginBi g Dat a sol ves even the

However, the use of Big Data does not create value on its own; it needs to be aligraed with
effective incentive system to help accel era
encouraging agencies to make better use of ¢
aims to overcome these challenges and strike a balance between dsparéracy and

privacy concerns.

)
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Figure 1-3. Information, Communication & Technology (ICT) and Big Data
Source: Sustainable Brands 20h&q://www.sustainablebrands.com/be${2015)



http://www.sustainablebrands.com/best-of-2015)

3.2 PURSUEMOBILE-CENTEREDINNOVATIONS IN CITY ADMINISTRATION

Citizensd preferred medium of communication
devices. The Seoul Metropolitan Government is proactively promoting atwsbsard,
mobile-oriented admmistrative services to provide citizens with réale public services

anytime, anywhere on their mobile devices while increasing public service efficiency.

I n November of 2013, the Seoul Metropolitan
with the am of building a mobile platform wherein everyone can share information and
collaborate with anyone else to create new values. The strategies to accomplistoassile
municipal administration in the city are as follows:

1. Mobile infrastructure designed for collaboration and sharing
2 Mobile-based city administration led by citizens

3 Mobile-based customized aggressive welfare

4. Mobile-based economy pursuing balanced growth

5 Mobile culture available in the palm of your hand

6. A safe, smart mobilecity

The plan from the Seoul Metropolitan Government is to gradually increase a total of 39 tasks,
including the entire arrayof administrative services such as welfare, health, safety,
transportation, and environment.

4. ONGOING EFFORTS: GLOBAL DIGITAL SEOUL 2020

The past 5 yearshte S MG 0 shavegrativallyléad toward its dream of achieving the
future urban city, which is the tedavvy and information seamless smart cCitlge City of

Seoul @ms to increase thguality of life and economic opparhities ofits citizensthrough

the digitalization of all aspectd S MG 6 s a diwiservicastinclualing economy, culture,
transportation, safety, welfare and environment. The Global Digital Seoul 2020 tays ou
next fiveyear initiative which is beed oncitizenled digital governance that emphasizes
communication with citizens and attempts to resolve future urban problems through digital
technologies.

4.1.BACKGROUND AND FUTURE DIRECTION OFGLOBAL DIGITAL SEOUL 2020

First, Information and Commuication Technology (ICT) is shifting towardsdigital
technologiesand everything is being hypeonnected in a new digital ecosysteAt the
initial stage of the informatiebased society, the paradigm shift irdmital technologies
allows development oknowledgecreating industries with smart phones and other smart



mobile devices, and the SMG is in a very advantageous position to rapidly transition to this
new phase.

Seconda shift fromuseroriented IT strategyo citizenled digitalization requiresnew ways

to deliver services its citizengven though the City of Seoul has a high reputation related to
its role as an IT powerhouse, it is still required to completely utilize IT infrastructure and to
develop a new business model for collaboration betwpublic and private sectors for
citizenled digitalizationstrategies. The future of informatization in the public sector depends
on publieprivate collaboration.

And third, from a policy perspective, one of the most important strategic goals of yhaf Cit
Seoul is to become one of the top 5 competitive cities in the world. As the Cityead u |l 6 s
effort, Global Digital Seoul 2020s a new IT strategy in order to improve its global
competitiveness.

The SMGO6s Gl obal wasiingendedatd coligate itd pas-G&dnment
development efforts and provide a new vision and directives for implementing the
digitalization of administrative serviceJhe Global Digital Seoul 202Gocuses on three
elementsdigital technology, people and social innaeat The City of Seoul is looking to

integrate infrastructure and technolegnediated services, facilitate citizens' social learning

through this infrastructure, and envision smart city governance to bring about innovation and
social progress. The City &eoul hopes to enhance citizen engagement eighalized
initiatives beyond simple delivery of servi
quality of life for its citizens and create sustainable values for the future.

5. FUTURE OF SEOUL 65 E-GOVERNMENT

It is essential that the City of Seoul integrates IT with other important areas of public interests,
including job market, welfare system, and green growth. To this@lathal Digital Seoul
2020aims to systematically lindigital technologieto other operating systems of the City of
Seoul.

The Seoul Metropolitan Government has continuously employed and tried to keep pace with
the Centr al Government 6s grand vision for [
which places emphasis on opennesrmation sharing, communication and collaboration.

Under this new vision, the SMG is undergoing a paradigm shift to move away from a
governmemed approach to a more peosented approach.

So far, this study has concluded that Seoul MetropolitanvG r n nmeeGoveransent
policies and innovation initiatives have produced much of the intended results and the SMG
has managed to create an ideal working framework 4Gowernance, which is worthy of
further study and of being an exemplary policy foraxpo other municipalities.
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Chapter 2

Administrative eCommunication Policywith the Public

Prepared byDr. Marc Holzer &Minsung Kang

The Seoul Metropolitan Government (SMG) has constructed multiplepjaifitrms to share
various contents with the public. Portals display a wide range of inftmaincluding city news,
welfare, housing, traffic and much more on a fiiale basis. At the same time, SMG is buildin
social network service (SNS) that enables-tvay communication with citizens, while engagi
private Social Media Providers.

Thischapter wi || examine the effectivene
communication through various channels beyond the traditional ones. The four major adminis
e-communication policies of the SMG will be the focus of analysis irchiister: (1) EungDap-so,
(2) mVoting, (3) 120 Dasan Call Center and (4) Oasis of 10 Million Imagination.

More specifically, t hi s admiaigtratigere-Cominunitatior
policies with respect of their Policy Goals, Performance &td@mes, Policy Details anc
Procedures. This chapter will also review the specific cases of other international mur
governments and offer a g-€omenunationpgiges. Basedon tl
comparative analyses, this chaptetlitien provide the essential factors to consider for the adop
and export of administrative -€ommunication Policy for the better understanding of

communication with the public.
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1. PoLicy BACKGROUND

The Seoul Metropolitan Government (SMG) and other private web sites, such as web portals,
are being constructed as a joplatform to share various contents with the public. The
portals can now display a wide range of information, including city news, welfare, housing,
traffic and much more on a retine basis. At the same time, the SMG willild a social
network that enables twway communication with citizens, while engaging private social
media providers. City news, living information, and other information can be delivered to
citizens in a much easier and more precise way through thebffiebsite.

The social media and social network servi(BNS) areused as a channel for direct
communication witlthe public This communication network of SNS can be an effective tool
for citizensi the recipients of public servicégo better comprehehthe various policies and
viewpoints of theSMG on many issues.

The ongoingcommunication channel, which is currently available through web sites open to
citizens, can be turned into a unique social network service that can be used by citizens,
without being limited by time and space. For examplee City of Seoulhas a disaster
prevention plan which links all relevant organizations into a tightly knit network. The city
would be able to use all possible channels, including SNS, mobile devices, SmaandVs,

call centers to provide a refiane warning and response system.

In this chapter, the four major communication policies of Seoul Metropolitan Government
will be introduced: (1) Eundpap-So, (2) mVoting, (3) 120 Dasan Call Center and (4) Oasis
of 10 million Imagination.

Table2-1.r epresents the changes in the SMGG6s adm
citizen. The tableexhibits the efforts othe SMG to devise diverse methods to promote the
Seoul citizens©6 di r eche chanaets.t As shownairt theotable,rthe g ar d
SMGO s ad mionineshannedsthavey beeen diversified since the 1990s so as to improve
governance.

Speci fical | y-base8 tbddunicationst wibitynoé Seoulcitizens has evolved
considerably by inceror at i ng the traditional gover nment
opinions and handling complaints) with those of broader citizen participation (i.e., receiving
policy and administrative proposals and engaging citizens to participate throughnétectro

voting).
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Table2-1. Hi st ory of SMGO6s Administrative Communi

Periods 1999 - 2002 2003 - 2006 2006 - 2010 2011 - 2015
Basic plan for Master plan for u-Seoul Smart Seoul
Master Plans L -
Informatization Informatization Masterplan Masterplan
Key Concepts Computerization Onlln(_a Networking  Smart Technologies
Information
Open and
- Comme_nts to . Interactive
«» €-Opinions | Mayor via Home Open Website Platform Home
g Page Page
[ -
0 Eung-Dap-So(Civil
"5 e- OneClick Digital ~ Social Media g?orgglszrt and
:E Complaints Complaint System Center Integrated System:
_g CCPIS)
< e-Proposal Cyber Policy Oasis of Ten Million Imagination
Forums
e-Voting Seoul ePoll mVoting
Features g::g:ratory Internet Stage + Mobile Stage ~ + SNS Stage

As societies grow more complex and are flooded with information, governments need to
invent new modes of effective administrative communication. In light of the advent of social
media, citizens require information about public sewitkat are disseminated beyond
traditional and outdated means of communication. However, existing communication tools
do not sufficiently meet the growing needs of citizens who wish to be more aware of their
communities nor provide reassurance that comoation from the government is a
dependable source of information. On top of that, the different and disjointedly operating
communication channels created more confusion for citizens and led to problems of
coordination within the government.

The governmentommunication through social media has become witatder to respond to

these challenges and cope with the development of WEB 2.0 and Government 3.0 of Korea
(GOV 3.0) In this context, th&MG has been trying to keep up with the recent development

trends and has been spearheading the global leaderski@avernmentIn particular, the

SMG6és Soci al Medi a Usage is rated remarkabl
Consistency and Reliability and (4) Efficiency.

The primary purpose of thishaper is to examine the effectiveness and practicality of the
government 6s administrative caodmSociah Networki on t
Service The four major policies of the SMG will be the object of analysis of this study; more
specifically, the stdy aims to introduce the Sleased]l Me t
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communication policies; then, we will address the essential factors to consider for policy
export and policy adoption.

2.PoLIcY INTRODUCTION

2.1.EUNG-DAP-SO (CIVIL COMPLAINT AND PROPCBAL INTEGRATED SYSTEM; CCPIS)

AEudags o0 i s the Kor ean name for the systen
|l nt egrated System (CCPI S)o. The system was
citizends comment s, t r oy, bhis endine syatendis designed toa i n t ¢

integrate and manage -@hcompassing channels: 31 existing complaint and proposal sites,
including tAppfiOoat Cbhek and various other s

un —da —S Civil Complaint / Proposal
Integrated Service

O Main Feature

» Register complaints / suggestions and check results
*View complaints | suggestions | responses and frequently asked questions

» Complaints received and answered through SNS

BE

Report complaint by SNS Solve complaint

Smartphone

Request complaint/
suggestion

Figure 2-1. Eung-Dap-So: Introduction
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government.

Since the SMG imbduced this system, all complaints and suggestions can now be filed at
EungDap-So, which was created to listen to every citizethefCity of Seoul Specifically,

in an effort to process all the complaints and suggestions faster than before, itnsacysto

that simple complaints are immediately processed by the complaint managers. Consequently,
citizens ofthe City of Seoulcan submit their opinions and suggestions to the authorities
without having to worry what channel to use, who to contact, whiclartiepnt should

14



handl e the complaints. Once <citizensdo opini
determined through coordinated meetings.

EungDap-So is a communication channel with the publio be more precise, it isna
integratedsystem thateceives and administersvil opinions, not only fromthe previous
traditional channels such as telephone calls arfgeigaon visits, but also from online and
social network service (SNS).

2.2.MVOTING (SIMPLY ASK AND EVERYONE CAN VOTE THROUGHSMG MOBILE VOTING APP)

mVoting is one of the-Governmenservices representing the SMG, which is made up of the

combination of the words f@Amobiled and dAvoti
users in Korea, and approximately half of them residing in the S&etbpolitan area, this
smartphone application has been devel-oped t

time online voting.

Voting

@ Main Feature

Seoul- Policy voting for the public or designated individuals

»voting targeting all Seoul citizens

Vote targeting all the Seoul citizens
Target voting through the database classifications of age, location
gender

Target voting through use of data in existing DB (phone numbers)
Location based voting (Pateapplied for)

Targeted vote participating and relating in specific events

(-..lll."l' ST OIS OLURIC Udsieu vouny

*voting targeting all Seoul citizens

Vote targeting all the Seoul citizens

Mobile vote through text message and Social Media authentication
Mobile voting through external platform such as Facebook, Naver anc
Kakao Talk.

Vote targeting designateahdividuals without phone number
information

Figure 2-2. mVoting: Policy Introduction
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government.

Citizens can directly participate not only in voting on contemporary policy issueslsbut a
other pressing issues associated with all types oflifeaituations. The SMG, for example,

can attach images and additional information to the policy issues; thus, citizens are more
aware of what is at stake and can view detailed descriptionsidingl on the items.
Furthermore, the SMG has the option to target the eligibility of voters to certain groups or

15



demographics within a specific region in a given time frame to ensure that important
information is appropriately distributed to the key staltders in case of emergency.

2.3.120 DASAN CALL CENTER (QUICK QUESTION AND ANSWER CITIZEN-CENTERED CALL
CENTER)

The accessibleandeayr e member 1200 is a telephone con
SMG that directs all inquiries and complaints &wds a single integrated call center, which is
designed to process the daily grievances of the citizens more quickly and conveniently on a
oneto-one consultation.

20 Dasan Call Center

@ Main Feature

» 120 telephone, SMS counseling: For necessary information and/or complaints, call or
text 120, or alternatively, send a photo.

» 120 Chatting, sign language counseling: For necessary information and/or com-
plaints, hearingflanguage impaired individuals can use chatting or video (sign
language) services.

* 120 Foreign language counseling (five languages): Foreigners residing in Seoul
can call 120+9 for consultation.

120 Dasan

Ph liph [ Vi h
one Cellphone nternet ideo Chat o)l Center

Figure 2-3. 120 Dasan Call Center: Policy Introduction
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government.

Though the basic system is based on the 24/7 telephone é¢ogrsedtem, the 120 Dasan

Call Center also provides consultations through other means such as SMS, Social Media,
Text Chat and Video Chat. This integrated phooenseling system was introduced to solve

the problems of having overlapping and redundantagaiters that were basically set up to

achieve the same mission. With the consolidation of all the services into onéo-easy
remember number , the city was able to redu
satisfaction with upgraded service quality.
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2.4.0AsIS (OASIS OF10 MILLION IMAGINATION : BRINGING IDEAS INTOREALITY)

Oasis of 10 Million Imagination ia channel forthe publicto submit theipolicy proposals to

the SMG. Specifically, t he communi cati vadve c hanne
ideas, appraise the creativity and applicability of the ideas and submit the best idea selected

by citizens to the municipal officers. The relevant departments then review the actual
proposals and make efforts to implement them as real administratilatives. Oasis of 10
Million I magination was introduced to wutil:@
desires for open administration, and to engage in meaningful civic participation for policy
adoption. Oasis not only allows citizens to makéiqy proposals, but also vote on the best

policy suggestions in one channel.

aSIS (Oasis of 10 Million Imagination)

@ Main Feature

1. Citizens can directly make proposals easily anytime, any place

»Related free opinions andfor policy ideas can be submitted through the

A T

' 2. Status check (Review, Pending, Accepted) is available in real time
20 I'Al_“"’ *If there are votes from at least ten other citizens, the proposal will be re-
viewed by the relevant responsible department. After which, the results will
be shared with the public.

3. Mileage Membership System

*Graded mileage will be given to all users who log into "Oasis of 10 million
imagination’ and use any direct/supplementary functions. Citizen participa-
tion is to be improved through objective incentives for activities.

Figure 2-4. Oasis (Oasis of 10 Million Imagination)
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government.
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3. EUNG-DAP-SO (CiviL COMPLAINT / PROPOSAL INTEGRATED SERVICES)

iti Integrated
Citizen Simple
complaint
, Immediate
SNS response @
OLHA
General -3 UU
citizen
proposal B _
Mobile Civil Complaint /
Proposal Integrated
Q SerVice
WEB

Simple Complaint ->
Immediate Response
General Complaint, Proposal ->

Complaint, Proposed
Application

+

Department
Manager

Specify Processing Staff

Processing Staff

4
N
A a
o
a

Complex Complaint

Con

sultation

Treatment and Response

[ Distribution
Mobile phone message, email, SNS Treatment Notification

Figure 2-5. Eung-Dap-So: An Overview

Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government.

3.1.PoLicy GOAL, PERFORMANCE ANDOUTCOMES

3.1.1.PoLicy GoAL

Prior to the current Integrated Complaints handling systbm City of Seoukitizens too

often experienced i

nconveni

ence

in terms of

In particular, for ordinary citizens without any knowledgehofv the administrative system
works, it was a hassle to find the responsible department and the officer in charge in order to
report their opinions and complaints. From #uninistratiorside, theextantcommunication
channels were not interchangeabi¢h the costs and difficulties in the administratiorthod

civil complaints.

To solve and reduce the
So was introduced. Its policy goals are as follows:

1. Increasing Accessibility and Regpsibility of SMG

red

tape

chabamct er i s

Quick and easy way to contact for anyone

Simplified system that incorporates all the existing channels such as phone call,

visiting, internet suggestion and social media.

| mmedi ate response t

Const uct i a mor e

ng
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2. Improving Public Productivity of SMG Officers

Increase work efficiency through a refined singl@anneled system

Set up and provide @glance understanding environment tbe public officers in
terms of complaints handling

3. Enhancing Effectiveness of SMG

Answering to all the opinions from citizens by integrated managing system

Managing the opinions regardless of channel, format, place and time

3.1.2.PERFORMANCE ANDOUTCOME

After the introduction of the integrated management system, SMG obtained the following
outcomes:

Proposals by Channels (%)

3%

i Mobile

i Dasan (120)
Others

i Web

m SNS

Figure 2-6. The proportion of citizen proposals by Channels (Feb. 2014 7 Dec. 2015)
Source: Seoul Metropolitan Government (2015). Eung-Dap-So Operation Report.

First, visible improvement in quantitative performance, which reduces the complaint
processing periods. The wait timedbtain responses from the government has been reduced
from 3.8 days in 2013 to 2.in 2015 EunDap-So enables to make immediate responses to
the citizen complaints, which results in the qualitative improvements in communication with
the public. Second, da to a significant improvement in the qualitative performance of

compl aints, the SMG i mplemented the Ai mmed:i
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In addition, they disclosed and made public the complaints handling process, including the
person in charge and the progegstime to the citizen. Third, due to the effort to
communi cate through SNS with the citizen, th
tweeter) have almost tripled from 50,000 followers in 2013 to 130,000 in 2015. The detailed
policy outcomes can lmummarized as follows:

1. Reduced complaint processing time

3.8 days (beforek 2.9days (in 2015)

2. Increased Responsibility and Accessibility to SMG

Easy and convenient retiine complaint management system
Instantaneous response to simple complaints or questions

3. Open and disclosed administrative processing

Public servant rgmnsible for the claim is revealed to the public

4. TwoWay Communication Interface

Foll owers of SMG6s Soci al Medi a:
50,000 (beforek 130,000 (in 201%fter policy adoption

5. Improved Public Productivity

Public officers of SMGiow can handle the corgints by using singlesystem

Specifically, since the introduction of the
substantially increased, especially through
operation report (2015), SNS was thes o0 u | citizensd most preferr

to contact with the government. Of the total 407,122 cases, 56% of proposals have been
received via Social Media, which clearly shows that Social Media was the primary channel
for communication with thgovernment.

Since the introduction of EuAgap-So, the system is known to have achieved considerable

public performance not only in terms of citizen satisfaction but also in terms of work
efficiency for the SMG officers. For example, EdDgp-So has redwed workloads by

eliminating duplicate proposals and has simplified the complaints processing system within

the government. Most complaints are simple inquiries and require very little administrative
determination and, t h e mgenérally adfectedcby the proenptrseds s at |
of the responses.
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3.2.PoLicy DETAILS

O Major Expectations

Increased satisfaction of living due to reduction Double business efficiency and easy usage by
of complaint processing time citizens due to consolidation of
channels for complaints

Figure 2-7. Eung-Dap-So: Policy Performance and Expectation
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government.

Proposals through SNS to be treated like tly

(1) Usinga SNS, people could make a statement or a complaint about Seoul.
(2) And, EUNGDAPSO would distribute that to a proper department of SMG
(3) Then, the answer would be made in a few days or promptly through the SNS
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Figure 2-8. A Summary of Eung Dap So Proposal Process
Source: Park (2016), EUNGDAPSO & Social Network Services, 2016 ASPA Annual Conference

Figures 27 and 28. present the summary of CCPIS system. One major feature of the system

is that, if the suggestions apinions are filed before 6PM, simple complaints can be
responded to within the same day.
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3.2.1.MAIN FUNCTIONS

A Loky Spreads via SNS
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Figure 2-9. Emergency Management by Eung-Dap-So
Source: Seoul Metropolitan Government (2016), EUNGDAPSO & Social Network Services, 2016
ASPA Annual Conference

Themainfunctionsof EungDap-So can be summarized as follows:

Registering Complaints and Proposals.

EungDap-So files the cases such asmplaints and proposal applications, public official
corruption reporting, reporting for public interest, applying for help regarding violations of
human rights, reporting violations of public welfare, and all other typesrmaplaints and/or

22



proposalWhen the detailed and specific opinions are required for any response to the cases,
responsesire obtainedrom theS M G @lepartments and agenciedfiliated headquarters,
and/or from any of the 25 districts within tB8G. The cases about tlwitside of Seoul will

be transferred tdKorea central governmenMinistries, other local governments and/or
government offices. Complaints and proposals can be made with text, voice, photo or video
files attached. Request for direct coltetion is also possible

Check Results of Complaints/Proposals.

If filed before 6PM, simple complaints can be responded to the same day. Content that
requires indepth review will be responded to via mobile phone, email or SNS after being
handled by theealevant organization department. Progress on processing steps for registered
complaints, process content, and additional responses can all be easily checked anytime, from
anywhere.

View Example Complaints/Proposals.

Search through examples of responsesaous complaints/proposals posted on bulletin
boards is possible with the use of specific keywords.

View Frequently Asked Questions

Ability to search through bulletin boards u
asked question (FAQs) is alpossible.

Citizens Evaluate Satisfaction to Government

Ratings on a score of 1 to 5 can be given to responses. Additional responses can also be
requested.

Realttime Social Media Communication

Complaints, questions, proposals and resposisesiitted to the City of Seoul can be viewed
in reattime by the Mayor of Seoul.

Emergency Management

For the more effective emergency management, the SMGcdidboratedwith private
sectorsto distribute emergency messadgsusing the Social Media dhe private sectors
Specifically, as with agencies such as FEMA and Homeland Security in the U.S., and the
Policy Agency in Japan, SMG is also authorized to make Twitter Emergency Alerts to the
Citizen. Thus, the CCPIS system can spread Emergency Alestsptly via 31 twitter
accounts that possess emergency management function.
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3.2.2.COMPOSITION ANDDETAILS

Figure 210. is the list of Social Media Accounts of Twitter and Facebook which are
connected to the Eurigap-So. So to speak, all the messagesnments and postings to
those 16 Social Media Accounts from the citizen are handled clearly and accurately by the
SMG.

In addition, in case of disaster situations, the Retweet function of Twitter and Sharing
function of Facebook are far more effective rthraditional channels, in which the
emergency messages can be disseminated instantly with the support of the citizens.

SNS accounts connected to EUNGDAPSO /

Total 16 SNS Accounts are connected to EUNGDAPSO (As of 2016.2))

ARy N s
ﬁ:ﬁﬂ» User name Follower | Proposal
| Wonsoonpark Mayor 1,249,980 112879 |

Seoul_eds EUNGDAPSO 843 14,397

Seoulmania SMG 74,246 9,654

Seoulgyotong Transportation Division 6,369 3,167
Seoulhangang Han-river Division 4174 961

) Seoulspoke Spokesman’s Office 34,313 1,644
Twitter [ oul_sme EUNGDAPSO 2,387 922
Greenseoulcity Green Seoul Division 1,634 15
Arisusalang Water Service Division 41,123 214
Seoulroadmania Road Management Division 2,436 49
Womanseoul Woman Welfare Division 3,276 28
Seoultong Civil Service Division 4704 424
Livingenv Environment Division 4477 130

Wonsoonpark Mayor 222,310 55,833

Facebook || Hope2gether Mayor 364,999 62,811
Seoul_eungdapso EUNGDAPSO 365,002 298

Figure 2-10. Social Media Accounts Connected and Managed by Eung-Dap-So
Source: Seoul Metropolitan Government (2016), EUNGDAPSO & Social Network Services,
2016 ASPA Annual Conference
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Eung-Dap-So: Web Site Composition

RUTGERS
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EUNGDAPSO: Website Composition
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Eung-Dap-so: Realtime Monitoring System

School of Public Affairs and Administration
Rutgers University- Newark
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EUNGDAPSO: real-time monitoring (through SNS)
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Figure 2-12. Eung-Dap-So: Real-time Monitoring System
Sour ce Hol zer et al (2016) Establishmen
Relations: Digitalee.gover nance of Seoul Metropolitan G
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3.3.CASE OFSINGAPORE, SINGAPORE

Challenges oé-Governmentare not limited to technology; thegquire broad understanding
of the multidimensionality of the-Governmentdevelopment process. Very similar to the
vision and strategies of th8MG, the Singapore Capital City Government built @n
Governmentstructure that incorporates new forms of lealgr, transformative public and
private partnerships, participatory processes and increased accountability.

m Singapore Govemment
gq’v Integrity « Servige « Excellence
CONTACT INFO . FEEDRACK . SITEMAR . FAG
.5Q L =
= A -

ﬁ‘ Mews  Factually Microsites Resources

24 hr P51
Loading..

News Highlights

Latest Government news
'THE MEDIA
Check out the various

13

schames for seniors

#5GBudget2016

Catch the Budget 2014
updates

Videos
Watch the latest Govt videos

Events
Upcoming events in Singapare .
From The Media
Follow Us 14 August 2016
n Gold for Singapore! It's 3 historic moment as swimmer Joseph Schooling wins Singapore's first-ever gold

medal at the Clympics, while Parliament plans to formally congratulate him on Monday. In other news,
Emeritus Senior Minister Goh Chok Teng says that good leadership and involved citizens will ensure an
Subscribe to Us exciting future for Singapore. Meanwhile, full-time private schools are now required to get permission from
the Ministry of Education, if they wish to admit Singapore citizens at the primary and secondary levels.

Figure 2-13. Singapore Government Web Site: Main Page
Retrieved from https://www.gov.sg/

e-GovernmentProfile: Singapore(Source: Holzer & Manoharan, 2016. Digital Governance

in Municipalities Worldwide (2081 16): Fifth Global EGovernance Survey: A Longitudinal
Assessment of Municipal Websites throughout the World. National Center for Public Performance,
Rutgers UniversityNewark.)

ONE OF THE TorP 20CITIES IN DIGITAL GOVERNANCE FROM 2009TO PRESENT
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5™IN2009AND 16™ IN 2012
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According to the Rutgers Universitybés Digit a
tems of e-Governmentand Digital Governance. More specifically, the Singapore Capital

City Government has scored considerably high in the Service Delivery measures and the
Citizen & Social Engagement measureg-@overnment
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Singapore Governmfent Directory

Home > Ministries
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Advanced Search

® All of the above
Any of the above

Submit
Reset

Drop Us a Line
We will get back to you

GE GGG EEEEEEEEEE

PRIME MINISTER'S OFFICE (PMO)

=

Figure 2-14. Singapore Government Web Site: An Accessibility to Government
Retrieved from https://www.gov.sg

Figure 214. presents the accessibility to the Government through the Website. The
Homepage clearly specifies the structure of department information in government. In this
Directory page, Singapore citizens have access to government directly and simaltganeou

and citizens can find detailed information about public officers in charge with the advanced
search function on the lefti de of t he page. Cont acmali nf orr
address are provided for inquiries and Emergency Contacts. In tasasiwant to leave

feedback, the site offers a Feedback Page, therefore citizens can make suggestions without
having to contact public officers directly.
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Can't find the time to exercise? Why don't you join in some free workouts at
a mall near you? For more information, go to http://sg.sg/2baPx2q

@y Gov.sg
g's¥ esterday at 8:53am - @ m Youlbe

Figure2-15.Si ngapore Governmentdéds Communicatio
Retrieved from https://www.facebook.com/gov.sg

On Figure 215 and 216, Singapore Government officially operates back, Twitter and
YouTube as an alternative means of communication to traditional channels. However, all
channels offer twavay communication between government and citizens. Nevertheless, the
channels are still managed separately though the link is @eb#dm the Website.
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4. MVOTING
4.1.PoLicy GoAL, PERFORMANCE ANDOUTCOMES
4.1.1.PoLicy GOAL

Before the implementation of mVoting Policy, public officers of the SMG had no choice but

to conduct surveys, offline, andtatvn hall meetings, to assess the sentiments of the citizens.
However, those traditional ways of i stenir
require too much time and human resources.

eseee ATRT 4G 20:25 Tom )

M2z

@ Notice @ Policies
& Making El Your
Group Group
A~ Hot Our
Q Issue & Issue
() Policy My
a
? VOTE Q? Interest
!{5@ QR @ GPS
Ford
&= VOTE VOTE
@ e-Polls Drawing
Around Lots

4 Suggestion Settings
LJ for App @

M2 EH

Figure 2-17. mVoting App Menu

In order to solve this endemicgislem of modern democracy, the SMG has tried to involve

citizens in the policy decisiemaking process. With this objective, the SMG introduced the

mobile app voting policy based on the 44 million Smartphone users (88% of entire
popul ation) iimgd&Xoiregaa dmvMpound word which c
together. The policy goals of the mVoting are as follows:
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1. Sharing the Policy Decisioimaking Process with Citizens

Transparent Disclosure of Information and facilitating citizen Participatiacsh an
Engagement on Specific Policy Issues

2 . Promoting Citizensd6 Participation on Poli

Seoul Citizens as Policy AProsumer so
Improving Public Performance through PuHfovate collaboration

3. Increasing the Public Policy Quality of SMG

An Interactive Policy Communication Process (G2C and C2G)

Residenicentered Policy Debate and Determination

In addition, this participatory policy allows citizens to vote not only on policy issues, but also
on any ordinary city life issues. It is venger friendly, and the App can be reached both on a
smartphone and a personal computer.

Figure 217. illustrates the main page and the menu of the mVoting mobile App. To
di fferentiate it from the gener al gowner nmen
intuitive interface based on votinrglated policy contents.

The main objectives of the mVoting App are to reduce the cost of citizen participation and

draw citizens into th&MG6 s Pol i cy For mation Process by e
convenient chamels. Traditional opinion collection methods, such as-tadace discussions,

letters, telephones and faxes, are still the main modes for assessing the sentiments of the
citizens.

However, mVoting can be integrated with traditional modes to provideamatnel service

del i very. I n addition, mVoting is able to s
policy formation process and enhance public sector quality improvement by providing
promptness, responsiveness and citizen participation withitetl resources.
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* Civil service PC web services

Before - After + Vote list exposure(Citizens vote)

3"’ Event Management Services PC web site * Create Excel list of citizen votes

) + Participation eliminates disparities
Generated on-site events to Vote R '
in auxiliary services,

=2 Vote Management Services PC web staff

) ) = Smartphone Applications
+ Palicy creation Seoul Vote

+ Service management + Vote list exposure(Citizens vote)
Seoul staff (department-specific features) + Generation Civic Vote

# Accessible only to internal networks Seoul Users . State services channel

Figure 2-18. mVoting: Before and After of the Policy Introduction
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government.

4.1.2.PERFORMANCE ANDOUTCOME

O Major Expectations

Citizens are able to leave comments quickly on major policy decisions !

democratic opinion gathering and decision making can be reached in an organization

! Through onsite voting and target voting,

mVoting can be used as a means of conflict resolution and cooperation

Citizens participating in major administrative decisions, !

Figure 2-19. mVoting: Policy Performance and Expectation
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government

The most important features of this policy are trying to gather opinions about specific
policies through tweway communication between governmant citizens (C2G and G2C).
The Policy characteristics of the mVoting are as follows:
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1. A New Type of Communication Platform: High Use and Download Rate (as of June
2016)

App downloads: 280,000 downloads
Vote participants: 1,100,000 participant

2. An Actual Space for Policy Discourses

Vote Proposals: 4,404 cases
K 3,889 proposals from the citizen (88.3%), 515 proposals from the officials (11.7%)
Reflected to the Policy Process: 181 case

3. Improving the Quality of Tweway Communication between Citizens and
Government

Citizen-driven Communication Platform

Active Use in Policy Formation and Implementation Process (Policy AgeRaddicy
Decision Making Policy Implementatiofi Policy Evaluation)

Reduced Cost for-®ote: Temporal, Economic and Electronic costs can be reduced

4.2.PoLicy DETAILS

Through the mVoting App and Web page, citizens of Seoul can ask about and participate
directly not only in policy votes, but also in votes related to all types of real life issues.
Images and the GPS tag can be attached to questiontiray Nems, which allow others to
understand the detailed situation more specifically.

Usertargeted voting is possible thorough the mobile web as thelt, regional and private
centered groups and <citizens cancoweneadheed t o
within a specified time. In other words, whe
and opinions in a short time, it can obtain real data through mVoting without expensive
surveys.
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Seoul City Full Public Vote

Administration )

Vote Management System
Portal ) )

Registration Approval > Citizen Announcement

Internal Policy

Figure 2-20. mVoting: Open Vote Process
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government

4.2.1.MAIN FUNCTIONS

Open Vote for Everyone (G2C)

Regardless of which department&MG is involved, the SMG officers can request a vote

when Seoul citizens®6 opinions are required.
what the <citizenso6 py dfferedepemdinge e tha medesal@gd, how
emergency message channel vs. traditional notice, web site notice, and social media posts)
and opinions from citizen.

Targeted Vote in Specific Context (G2C)

Based on the existing Seoul database, mVoting offershi@ &ficers the option of opening

a targeted vote to specific citizens depending on age, municipality, job, and gender.
Specifically, targeted votes enable the SMG to generate specific palide® store the data

on the specified

Making a Poll by Ctizens (C2G)
Just as Seoul of ficers can use the voting f

citizens can also suggest a voting poll on specific policy and other issues of interest.

Location Based Vote with GPS, register and QR (G2C)

Inmary cases, policies are related to a | ocat
city hall events. In order to inform those kinds of policy problems, mVoting can provide a
GPSbased vote (e.g. to citizen who are within a radius of 2 miles).
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Seoul City Specific Person Targeted Voting
+ Targeted voting on a DB that grouped people by specific criteria, such as age, address, job, and gender
- Sample compaosition by age, gender, address, and SNS has been developed but not yet released
(example : taxi driver, nurse’s aid, people in their 20s, Joong-qu residents, specific criteria for sample classification)

=
[
-©
LA > T
Employee
o (General Affairs and Emergency Contact Network)
@ ¢ mVoting DB P o ere

Gender fﬂ\
)
Location * L n B NS

+ Targeted voting using data (phone numbers) held in Excel DB

Seoul is My Vote

Ranked Curious Curious

Committee Members List P4
] - \
Team Members List = & % mVoting DB > Lp M Sendis iy vas
-

) /

Subjects List -

Figure 2-21. mVoting: Targeted Vote Process
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government

4.2.2.COMPOSITION ANDDETAILS

Figure 222. shows the mVoting Application as &ug. 2016. T h e @ OnT og/u cChnoe
function provides citizens with recent issues of the SMG and Seoul citizens. In addition,
rather than the orgided infamative function of traditional communication, citizens can

express their opinions directly without havi

mVoting Mobile App Composition
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Figure 2-22. mVoting: App Composition and Details

mVoting Vote Examples

. # of
Type Contents of policy vote .
participants
Vote on designating of non-smoking area in the Han River park 1,048
Vote on the restriction of vehicle driving when the level of air pollution 1085
rises extremely !
G2C
Vote on utilization plan of Nedeul Island 2,368
Asking opinions to citizen about RandD supporting policy for solving the 4371
urban problems ’
Asking opinions to citizens about the policy of riding public transportation
1,466
for free over the age of 65
c2C Asking opinions to the citizen about standing seats of Red-bus between 2185
the Seoul city and Kyungki-do (Safety first? or not)? ’
Asking opinions to citizen about the problems of public buses 1,281

Table 2-2. mVoting: Vote Process and Specified Functions
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government

mVoting Targeted Voting Category
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Voting

Target Voting Category Subject
All Targeting all who have the app installed Seoul City

Separate registers & Citizens
Database extraction (gender, age, area, Social Media)
Emloyee phore numbers database connection (internal vote)

Specific | Administrative district (Gu and Dong) *fixed concept Seoul

(targeted) | Current locations (GRBased) * variable concept

Citizens | Policy field vote (register / GPS / QR)
Private group vote (phone number unknow)
To register fo private vote, specific room number and passw Citizens

are required in the O6Pol Il [/

Table 2-3. mVoting: Vote Process and Specified Functions

Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government
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5.120DAsSAN CALL CENTER

5.1.PoLicy GoOAL, PERFORMANCE ANDOUTCOMES
5.1.1.PoLicy GoAL

Before the development aGovernment during the period of traditional government,
citizens of Seoul had no choice other than to visit City Hall directly, or had to waste time
holding the phone for the information they needed. To make matters worse, even though
citizens could getn contact with the person in charge, the quality of response from City Hall
was very unsatisfactory.

I n order to resolve this repeated problem o
Center was introduced. Thr ougnkcanhrow costactthggl e n U
SMG regardless of the kind of complaints, questions or suggestions.

1. Increasing Accessibility to SMG

Through the ASingle Number 120, 0 rimti zen:
charge regardless of anyegtions

To provide governmental services more conveniently by Simplified Procedures

2. Enhancing Citizen Satisfaction toward SMG through Technology Adoption

To expand the counseling service from Telephone Call to Text Message, Chatting,
and Social Media

To develop 120 Dsan Call Center Counseling Information Database

To adopt Scientific Complaints Management by introducing Counseling Record
Program

To expand Service Area by providing Smartphone Application
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O About

The single number 120 is a complaints handling system that
handles inquiries and complaints related to life in Seoul quickly
and accurately, Not only 24 hour telephone counseling, con-
sualtation using SMS, and SNS counseling, but also text chat
and sign language video chat counseling for people with dis-
abilities, and counseling in five languages for foreigners are
available,

O Major Performance

» Service satisfaction 90.6 points, over 67 million consulta-

tion cases(as of June 2014)
» Call center service management system acquired ISO9001 interna-
tional certification(31th Dec. 2008, NQA Korea)
» Dasan Call Center has facilitated a weekly program that introduces the
knowhow of running the call center

Figure 2-23. 120 Dasan Call Center: An Overview
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government

5.1.2.PERFORMANCE ANDOUTCOME

The primary policy goal of 120 Dasan Call Center is to enhance Seoul Citizen satisfaction
through reconstructing an essential contact line with the government. Through ISO 20000
standardized IT service management technology, the center now can now priAide 2
services to the citizens. Seoul citizens can ask questions and receive inquiries more quickly
and accurately with just one call.

1. High Public Us of the System (As of June 2016

Total Number of Counseling 83 Million Cases
Daily Average Numberg 22,000 casesqr Day

2. Seoul Citizensd® Satisfaction

91846 of the users have answered fASati sfi

40

ed



3. Reducing Barriers for the Nomative Speaker and Hearingnpaired Person

Providing Foreign Language CounsegjiServicex Daily Average: 87Cases
Offering SignLanguage Services for the Hearimgpaired through Video Chat
K Total Number: 2.3Million Cases Daily Average:65 Cases

4. A Faster Services through Text Message Counseling System

kK Total Number: 7.Million Cases

)

Daily Average: 2,54%ases

5. Sharing Knowhow to Manage 120 Dasan Call Center with Domestic and
International Governments

On-the-spot information sharing Program

50 Countries and 800 Municipalities and Organizations have visited the center

O Major Expectations

Achieve equality of
access across various
platforms of voice call,
video call, SMS, chatting,
and SNS

Lessen the workload of the
integrated call center network
member agencies

Improve
convenience Improve living comfort y/
of public life for multicultural families, 4

. foreign tourists and workers

o o ©

Figure 2-24. 120 Dasan Call Center: An Overview
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government

Figure 2-25. summari zes 120 Dasan Cal | Centerds
i mportantly, the SMG is expanding channel s
phone calls to Text Messages, Video Chat and Internet Messenger.h&fiestablishments

of 120 Dasan Call Center, citizen satisfaction for the SMG has improved considerably (an
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approximately 91.4% of service satisfaction rate). Moreover, by consolidating all the services

into a single center which is in charge of serving @qtens ®é public servi.
productivity of other departments has increased due to the fact that they do not have to spend

so much time dealing with civil complaints.

[ ]
120 Dasan Call Center System
Internal
customers

Citizens
CTl(clients” information/call forwarding)

Citizens, ¢ ling ding inau L i T ding) .

foreigners ounselling (responding inquiry, registering complaints, call forwarding Onestopcop'lplant
IVR(code information) L
Record counselling
- . Share voice of

. ; Manage counsellors(assessment, training, and quality control) "

ounselling 3

by phone FAX (infout)
Counseling Manage PCMR(manage clients’ relation for marketing, support outbound) s

by SMS MMS (send) complaint data

messenger
et
Counselling by policy making
video chat

Figure 2-25. 120 Dasan Call Center: A Summary of System
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government

5.2.PoLicy DETAILS
5.2.1.MAIN FUNCTIONS

Voice CallCounseling

Seoul Citizens can ask questions and inquiries by calling the single number 120 anytime and
anywhere.

Text Message Counseling

In case citizens do not want to call directly, it is possible to ask questions and inquiries
through a Text Message&sSiMS or MMS message, within 1,000 letters). Images can be
received by the system to provide for more convenient counseling and complaints.

Video Chat Counseling

In the case of hearing and speech impaired citizens, 120 Dasan Call Center provides video
chat counseling through the website. This service can also be provided through the 120
Smartphone Application.
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Foreign Language Counseling

For forei

gner s,

tour i
interpretation services throughe number 120 and extension 9. Currently, English, Chinese,

sts

and Vi si

tors,

t

he

Japanese, Viethamese and Mongolian counseling is available, and the SMG is planning to
include additional languages in the near future.

Social Media Counseling

The Seoul Government and the Dratt Offices are constantly on standby to respond to

citizenséb

requests

Vi

within 24 hours and are responded to through Twitter as well.

5.2.2.COMPOSITIONS ANDDETAILS

120 Dasa Mobile App Compositions

120 Dasan Call Center

Always Will Be With You, everyone

Figure 2-26. 120 Dasan Smartphone Application: Compositions - Revised
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government

ot

a Soci al Me d i
<Y Bidiie
7, (s
| — hC
” -
o = =
VOICE CALL SMS /MMS  COUNSELING FOR
COUNSELING COUNSELING FOREIGNERS
4 7 Mg
| L) @t&—b ©
Haslofzof . 13
CHAT & VIDEO EUNG-DAP-SO REPORTING
COUNSELING INCONVENIENCE

oHER

mVOTING

Q

E FAQZIM

MAYOR'’S
LIVE STORY

KEY TIPS
LIVING IN SEOUL

ol od

DY M2 23

a such

as

120 Dasan provides an easy and quick means of contacting the SMG, and it is intrinsically a

Call-Center based policy. However, in addition to the multilingual voice call counseling,

citizens still canget counseling services through the 120 Dasan Smartphone Application.
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Moreover, through the 120 App, users can easily get access to e@wnraunication
services such as Ewidpp-So, mVoting and Seoul Smart Inconvenience Reporting.
Therefore, the 120 Dasas the most essential connection link between the SMG and Seoul

citizens.

Becausehone call counseling alone is not sufficient to meet the diverse needs of the citizens,
the SMG is providing the same service through another chdfigate 2-26. repregnts the

120 Dasan Application and the main functions. Through this App, Seoul citizens can use
Video Counseling more efficiently. App users can get in contact with Dasan Call Center
quickly and conveniently by using Voice Call Counseling and Text Mes3ageseling.

120 Dasan App: Details

Chat and Video Counseling provide sign language services for the haapaged. As
described earlier, foreigners can also ask and make inquiries about living in Seoul or about
other public services for the naratiorals. Through this ongoing effort to provide counseling
services even for nenatives, the SMG is actively trying to resolve the problem of
information gap, generation gap and the issues involving diversity in Seoul.

s Sevadt
O i B o e R 82 w2 N ouT Wi towme AWHUO N Lo
00:00

d

B M ER BRS

FD) - 20144 BANAG (BX

5D -« 52_NIOWAT
o L5 Rl 5o

USE A0 T8 Y WA B u
WA B4 82
MBI 28 WK 52

5 SouNo 2ol OUTE EE
0 -0 QR YD
P16 HATY ER OUAHIA DISS _AROE WWOE ua L4
T TER 1
v = v I - 0 ] 2]
[FTEA] maize [ ] s [ M FowE o
WEBLCLSE  w aau/e 52| E

Figure 2-27. 120 Dasan Call Center: A Counseling Record Program
Source. Seoul Metropolitan Government. (2014). Seoul Metropolitan
Go v er n B6&ovérrdment Policy Tool-Kit Development Report.

Figure 2-27. represents a Counseling Record Program of 120 Dasan Call Center. In order to
manage the deluge of requests, inquires, and public service needs from the citizens, 120
Dasan Call Center manages calls by specific programs or policies.
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Through the program,otinseling and complaints information is recorded in-tiea, and
the data is stored and processed statistically without any omission. By utilizing technology
counsel

act

ivel vy,

moreefficiently and effectively.

5.3.Case oFNEwW YORK CITY, U.S.

§T|? The Official Website of the City of Mew York m Ezpafiol » Translate | ¥ Text Size
N NYC Resources NYC311 Office of the Mayor Events Connect Jobs Search Q
How can we help you? [wcs searcn a
i . o . Culture &
Make a Compilaint 3 Business . Civic Services [ Recreation s
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© Notify NYC

‘GET MOBILE ALERTS  *
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NY'C Department of
Health and Mental
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residential areas of The
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the following moming,
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sprayed from a truck in
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Figure 2-28. New York City Government 311NYC Website: Main Page

Retrieved from http://wwwl.nyc.gov/311/index.page

e-Government Profile: New York CitySource: Holzer & Manoharan, 2016
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ONE OF THE TorP 20CITIES IN DIGITAL GOVERNANCE FROM 2009TO PRESENT

2'° N 2014DIGITAL GOV. RANKING

4™ N 2009AND 6™ IN 2012

5™ IN CONTENTMEASUREMENT

3™ IN SERVICEDELIVERYMEASUREMENT
7"° IN CITIZEN ANDSOCIAL ENGAGEMENT
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Figure 229. shows the main page and menu of NYC311 Smartphone Application.

The NYC311 service is very similaro Seoul 6s 120 Dasan Cal l Ce
the fact that NYC311 is mainly a smartphdresed app and provides access for

citizens to noremergency City services and information about City government

programs. NYC311 is available online and by phonez@i can obtain access

and ask about public services through a voice call to 311. In addition, by using the

application, they can initiate complaints to city government and get alerts in terms

of weather, traffic information, parking spaces and publicisesy

ee0e00 ATRT =&

2> NYC Today

[J Complaints

M Alerts

2 My Contact Info
™M Feedback to 311
(h Tell a Friend

o More

Make a Complaint

Figure 2-29. NYC 311 Smartphone Application: Main Page and Functions

Citizens can use the App to check if alternate side parking and meters are suspended, if
garbage, recycling, and organics collections are suspended, and if public schools are closed.
NYC citizens can also make serviequests to get help with unwanted noise, heat or hot
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water problems, rat conditions, snowy streets or sidewalks, potholes, and more. Specifically,
due to the fact that NYC is one of the busiest and most crowded cities, the NYC311 places
considerable emphigson traffic notifications and alerts such as parking complaints, parking
meter and alternate side parking information.

00000 ATRT 7 18:06

o ATRT = 18:06

X Select Complaint — NYC Today

QUALITY OF LIFE Sun Aug 14’ 2016

Alternate side parking

not in effect
Hot Water

Q Rat Condition

LOST & FOUND
ﬁ ltem Lost - Taxi

VEHICLES & PARKING

@ llegal Parking
% Parking Meter

Figure 2-30. NYC 311 Smartphone Application: Complaints and Alerts
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Parking Calendar

47



6. OASIS OF 10 MILLION | MAGINATION

6.1.PoLicy GOAL, PERFORMANCE ANDOUTCOMES

6.1.1.PoLicy GoAL

Before the introduction of Oasis Policy, citizens of Seoul had to visit City Hall in person and
had to wait in a long line to make policy suggestions. In addition, the policy determination

process was not opened to the public; therefore, there wereentives or advantages to

making policy suggestions. For this reason, it was difficult for citizens to get involved in the

policy decisiorma ki n g

making process was still a novel concegtd the only way citizens could participate was
through filing civil complaints. However, due to the nature of making complaints, both
citizens and the City Government were missing out on a huge opportunity to draw positive

process.

Mor e

i mportantlty,

and creative energy from hagircitizens participate in the policy decisioraking process.

In order to solve this intrinsic problem of citizen participation,3MG introduced the Oasis

of 10 Million Imagination policy that enables citizens express their opinions of policy
suggestias and ideas to the city government. After introducing the policy, citizens of Seoul

.

can now make suggestions and recommendations regarding a wide range of city policies, and
they are assured that their opinions and suggestions will be seriously consdialengdthe

decisionmaking process.

O About

A ‘citizen proposal system’ that collects citizens™ creative
ideas and hands over the best ideas selected by citizens’
vote, to the city officials who then reflect the proposal in

actual administration or give suggestions

140

O Major Performance

70,379

»High citizen participation rate -

Number of members

»Monthly average of 669 proposal cases

(average daily number of visitors 227)

»High number of adoptions - Of a total 152,000 proposal

cases received, 565 cases were adopted
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Figure 2-31. Oasis of 10 Million Imagination: An Overview
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government

The most distinctive feature of Oasis 10 Million Imagination Policy is that the new system
allows citizens to express their opinions as policy suggestions and public management
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concerns tolte SMG. Previously, citizersanmake policy suggestions, but this was no more
than a formality due to the high cost of submitting the suggestions and the complicated and
undisclosed policy decisiemaking process that thwarted citizens from active ppetmon.

As a result, the Oasis 10 Million Imagination Policy offered a chance for Seoul citizens to be
creative and participate in the policy decismaking process of theMG.

1. Promoting Citizensb®o with r

Process

Parti ci paking on

Reduced Policy Suggestion Cost for Anyone

Active Utilization of Citizensdé Policy Cr

2. Reducing Barriers of Policy Suggestion from Seoul Citizen

A Mor e
Pointof View

Convenient Platform With Respect T

3. Enhancing and Feasibil Se

View

Efficacy Ity of

To promote Increased Mutual Understanding of Public Policy Between Citizens and
Government

To produce Citizertentered Public Policy

4. Promoting a Creative an@€asual Atmosphere for the Policy Suggestions from
the Citizen

6.1.2.PERFORMANCE ANDOUTCOMES

1. High Rate of Use by the Citizens

Total Number of Proposals Acceptddi5,824(As of Dec. 2016
Number of Selected Proposals: 8kes@.50%)

TOTAL 22%0161_ 2012 2013 2014 2015 2016
RECEIVED| 165,824 | 136,379 7,610 8,031 6,650 4,742 2,659
ACCEPTED 841 324 125 116 119 97 60
RATE(%) 0.50 0.23 1.64 1.43 1.78 2.04 2.25

Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government

Table 2-4. Oasis of 10 Million Imagination: Proposals from the Citizen
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2. Considerable Citizen Participation in Terms obkcy Suggestion

Number of Subscribes Approximately 71,000 citizens

Average Daily Visitx Approximately 227 citizens

Number of Received Policy Proposals from Citizeng\pproximately 166000 cases

Number of Accepted Policies in Actual Policy Praoes Total 841policies

Cases: Realized Policies from Citizens’ Policy Idea Proposal

Parcel Service Storage in Subway Station for Women (Best Creative Policy of 2016)
Han-River Park Forest Trails (Creative Policy of 2016)

Air Quality Signboard in Subway Station (Best Creative Policy of 2014)

Braille Notice of Road Name Address for visually handicapped person (2013)

The Guards Changing Ceremony at Daehanmun Palace for Citizens’ Experience (2012 Best

Creative Policy)

Table 2-5. Oasis of 10 Million Imagination: Cases
Source. Seoul Metropolitan Government. (2016). Oasis Operation Report

6.2.PoLicy DETAILS

Unlike other eCommunication policies such as Eddgp-So, 120 Dasan Call Center or the
mVoting, the Oasis of 10 Million Imagination places more emphasis on Public Policy

Suggestionshrough active citizen participation.

O Major Expectations

K2
A

Reduction of citizen complaints and dissatisfaction through the active collection of citizen opinions.

' Open administration is achieved through making public the proposal, review, and adoption of policies.

B

N\,

Previously, when people in charge of policies had changed, it was hard to check the status of the
policies in guestion. This issue has now been resolved.

Figure 2-32. Oasis of 10 Million Imagination: A Summary of Performance
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government
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More specifically, in terms of the policy suggestion process, Oasis is basically dependent
upon citizensd i maginative policy ideas on
suggestions have been submitted to Oasis, other citizens can also participate by voting on
which suggestions are the best ideas and which are worthy of serious consideration. Once this
is complete SMG officials can review the few selected ideas and decideghghé¢hey will
translate a suggested idea into an actual administration policy.

6.2.1.MAJORFUNCTIONS

Submitting Policy Ideas & Proposals

General Policy ProposalCitizens can submit any idea if it is related to Seoul. Regardless of
any topic and fikl, citizens can present any suggestion and other citizens can vote on the
Abest idea. o

Policy Proposals on fixed themes from each department of. &Mi&ens can subscribe to a
proposal from a set of policy subjects designated by different departmanspatific period.

Developing Suggested Proposals for Policy Implementation through the Citizen
Evaluator and the Policy Professional

SinceOasis aims to produce an actual policy, the proposals from the citizens are reviewed
and revised by apolicyspa al i st. To realize citizensod cr ¢
includes a suggestion evaluation process for policy implementation feasibility.

Sharing Status and detailed Contents of the Selected Proposals through Social
Media

If the suggested paiy can actually be realized, the SM
opinion about the neccesity, effectiveness, feasibility and the required budget for the policy.

If it is either an unrealistic or impracticable policy, the SMG officers in charge vpoaildde
explanations as to why it was not accepted based on reasonable criteria of validity,
effectiveness, budget and regulating ordinances.

Citizensd Vote for Best Proposal

Fellow citizens can express their opinions and let the authorities knovih wblies are

their favorites through-goting. In this case, any suggestion that earns more than 10 votes
from the citizens can be reviewed by public officers and the department in charge to consider
whether to adopt the suggestion or not. The goverroment r evi ew deci si ons
as a form of notice.

fall
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6.2.2.DETAILS AND COMPOSITION

Proposal Evaluation Teams

Proposal Evaluating Team Organizing

Public Administration Experts External Policy Experts
Total Number 15 19
Characteristics Retired Public Officers Professors, Researchers,

Non-Profit civil campaigners,

Reviewing Citizen’s Policy Proposal
Role Selecting a Feasible Policy Suggestion
“Manitoring Reports of Citizens’ Suggestion”

Reviewing proposed Paolicy Ideas
Selecting most useful Policy Suggestions

Table 2-6. Oasis of 10 Million Imagination: Proposals from the Citizen
Source. Seoul Metropolitan Government. (2016). Oasis 10 Million Imagination Operation Report.

The most important goal and mission of Oasis 10 Million Imagination is to produce actual
policies based on ¢itzens & points of Vi ew. I n order to
creativity, professional experts are involved in the support and review process. How the SMG

will go about realizing the dreams of the citizens into an actual policy is the key success
factor of Oasis. Therefore, Oasis provides p
Specifically, there are two teams of evaluators, which are made up of Internal Experts (retired
public officers) and External Policy Experts from various reléitdds. Determining whether

to accept the proposal or not depends on the

Oasis: Policy Proposal Process

Figure 233.i |  ustrates the detailed adoption pro
through the Oasi User Interface Design is emphasized to enhance usability in order to
encourage citizensd active participation. Po

as this is the part where the SMG provides professional responses to the suggsistens.
t he service cannot be oper ated without ci i
additionally ensures citizen participation through the operation of membership.
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Proposing Evaluating Citizens’ Evaluating
Vote
The The external
Register a - . More than policy experts
Proposal through administrative evaluate the
. experts evaluate 5 Votes
Oasis the proposal proposal
prop (if necessary)
.. Notityin Prizing an
Reviewing fying g-
Result Incentive
Public officers 1. Adopti
. . Adoption
(r;I]epartmellwt) tln (or partial adoption) Policy Adoption
charge evaluate 2. Rejection

the proposal

Figure 2-33. Oasis of 10 Million Imagination: Proposals Adoption Process
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Oasis Web Site Composition
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Figure. 2-34. Oasis of 10 Million Imagination: Web Site Composition

54



6.3.CASE OFTOKYO, JAPAN

» Contact Us HAE (3= B30
B & A

METROPOLITAN
GOVERNMENT

b
4

Tokyo The Long-Term .a
Tech Book . Vision >

7

Update

August 14, 2016
» TOKYO City Information

Press Releases
August 10, 2016 ® Tokyo Gov
» Taste of Tokyo 2016 B

Coming to you five from the Rio
August 6, 2016 2018 Olympic Games is Japan

» Governor's Comments on the Ria Olympic Games Opening Ceremany House 2020! This is an area that
will give visitors an introduction to
August 5, 2016 the charm of Tokyo and aliow them

to expenence authentic Japanese
culture. Japan House 2020 also
highlights Tokyo as
Waterways™. This is tve
July 15, 2016 the city to create pieasant
» &Tokyo official website to introduce people and history that shape the appeal of Tokyo waterside spaces for residents and
visitors to enjoy

July 14, 2016
» Extra Train Services for 2016 Summer Fireworks Festivals , I
- . e

» Tokyo 2020 Live Sites in 2016
from Rio to Tokya

Figure 2-35. Tokyo Metropolitan Government, Japan Website: The Main Page in English
Retrieved from http://www.metro.tokyo.jp/ENGLISH/index.htm

e-Government Profile: Tokyo Metropolitan Government(Source: Holzer &
Manoharan, 2016)

ONE OF THE Tor 20CITIES IN DIGITAL GOVERNANCE FROM 200510 2009

1 15™IN2015DIGITAL GOV. RANKING

7™IN 2005AND 2007

5™ IN 2009DIGITAL GOV. RANKING OFASIANCITIES
11™ N SERVICEMEASUREMENT2009)

19™IN CITIZEN PARTICIPATIONMEASUREMENT2009)

= =4 =4 A

Figure 236 illustrates the Suggestion Page for the Tokyo Metropolitan Government. In this
case, all information is provided in foreign languages, including English, Chinese and Korean.
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The site provides added convenience to-natives as the Suggestion application forms are
also in English.

P 2o
A TOKYO

About Our City  Guide For Residents Business Things To Do

2 Z2x=AAAK2VT

HEE - TEH - GEEIN

Figure 2-36. Tokyo Metropolitan Government: Suggestion Page for Government
Retrieved from http://www.metro.tokyo.jp/ENGLISH/index.htm

This web page allowsitzens of Tokyo to send opinions and policy suggestions. Once
completed, all submissions are forwarded automatically to appropriate departments for
review and consideration. All departments in the Tokyo Metropolitan Government are linked
to this single wb page, so citizens no longer need to go through the complicated
organizational chart to figure out the responsible office and get the appropriate contact
number. Nevertheless, in terms of the transparency and convenience, the Tokyo Metropolitan
Governmentcould provide notices in redéiime, letting citizens know how their submitted
suggestions are being processed to ensure transparency.
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48 5H 68 78 88 98 108 118 128 1H 28 38

> PR2SEE (20135E)
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Figure 2-37. A List of Annual & Monthly Reportsof Tokyo Citi zen
Retrieved from http://www.metro.tokyo.jp/ENGLISH/index.htm

One interesting feature of the Tokyo case is that the Tokyo Metropolitan Government
uploadsand provides the annual and monthly repo
page. All monthly reports and recent annual reports are on the web page for citizens to view.
The detailed annual report includes opinions, messages and suggestions fyoncifizéns,

and the Tokyo Metropolitan Government provides information about how the government
handled the cases and what its positions were for each individual case.
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Figure 2-38. Annual and Monthly
Report of Tokyo

Retrieved from
http://www.metro.tokyo.jp/ENGLI
SH/index.htm

58



