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Master plan for
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2.1. %A (Civib COMPLAINT AND PROPOSAL INTEGRATED SYSTEM; CCPIS)
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ung-dap-so

O Main Feature

»Register complaints / suggestions and check results

» View complaints / suggestions | responses and frequently asked questions

» Complaints received and answered through SNS

)
o

Solve complaint

Report complaint by SNS

Smartphone

Request complaint/

suggestion

&/ 2-1. Eung-Dap-So: Introduction
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government.
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o1 QT ZMOE, MSAIUSS NSA0| 238 Ho| Y7L B WAl ‘ofl,
OfEH|, 2AS St0] SOIBHOF SIS {04 HARSHE| Y1 SEA0 2T 82US
S=Eeb7|ot 540 ECh S2E AT} HASS SHA BXIY Qb T EHE ALY
et

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

mVoting 2 MEA|Q| HAVIREE UESt= 4EHel EHMO|CE mVoting O|2t=
HAEH2 mobile 1f voting 2| B0 Q1 mVoting 2 FHMA™PIPHO| A|QISo EHE Ed
N oS SSIDA St SXS AW

@ Main Feature

Seq ’
Vote targeting all the Seoul citizens

Target voting through the database classifications of age, location and
*T gender
¢ Target voting through use of data in existing DB (phone numbers)
+t Location based voting (Patent applied for)
N Targeted vote participating and relating in specific events

L& ]

»voting targeting people participating in specific events

Citiz Vote targeting all the Seoul citizens
"V Mobile vote through text message and Social Media authentication
+t.  Mobile voting through external platform such as Facebook, Naver and
+t,  Kakao Talk.

Vote targeting designated individuals without phone number

information

kY

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

2 ] » 120 Chatting, sign language counseling: For necessary information and/or com-

e e 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 I Vi h
one Cellphone nternet ideo Chat o)l Center

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

HOMY QOHAIAL ABIASHY FOME S8l HHEOMO AlBISo
YUHOS MSAHO SEStDRt MYE AAHOICL PHHOE 2 ANASHIYL
ABISS HoMel oHg MSAHY THEoE wostm, o F oy
M#IHSHO| Y w2 YMSS MEslel M2Al FMO HUNS EHS FE
SHO2 Bt ABIS0| ROk 0| HS Soto] HHE YUEL ARA| HEES Soi0f
MUHOI YM Ao O|0jX| =2 st UL

MUY QORAAL Qo XHAS ARBSHs [2tRE 24 (crowd-sourcing)
YAS Sotol YU SHZI SA YUZHIIYO HYS S ADHO 222
MBotn QICh HR0| = HMS AUS0| MY HMS NOUSEE BUBS XIots
SHE, MANO| 52 HHo| MES o) AlDSO0| MY 4HMS MESH B 4 At
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@ Main Feature

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

»Related free opinions and/or policy ideas can be submitted through the

website or mobile page.

2. Status check (Review, Pending, Accepted) is available in real time
*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.

£/ 2-4. Oasis (Oasis of 10 Million Imagination)
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government.

3. 8 EtA (CiviL COMPLAINT / PROPOSAL INTEGRATED SERVICES)

. Integrated Department .
complaint
’ Immediate
SNS response @
OtH-A
D General e} (VA o

citizen +
proposal

Civil Complaint /

4
A a

Mobile ()
Proposal Integrated .

A& WEB J A J \ J - J
Complaint, Proposed Simple Complaint -> Specify Processing Staff Complex Complaint
Application Immediate Response Consultation

General Complaint, Proposal -> Treatment and Response

Distribution
Mobile phone message, email, SNS Treatment Notification Q

22/ 2-5. Eung-Dap-So: An Overview
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government.
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SE2 Y 0|F, MEAl= SEHIM ATMSe SHOM B3t 22 FHFIE
HE A2 AZICE 24, 7k 7HAIEQ 2ot MEAo E48 da URANZ|7(ZH0|
SO0SACHE FOIth #HN¥ez SEA =9 T 2013 Hojls EoRRANZ|7(ZH0|

238 E 25 2AULR U5ty RRIPgel RH S =HEstn RUACE OHX|Be =z,
A2 ZAZMB|AE MEAlS] SAMHY ASHEZ Af2[0jHstaA =8t Zun 0|
¢t 42 480| AL FOIth Nz MEAL ERIH, HO|A5 & At 2AY
AE E2/£ AH 2013 ° 520 Fof| a2t YHAA| =l 2015 Hojl= 13 2O
2ot A0 ASAl YEHMO 2 7|05 st ULk #HH e M- FaS2 ChSat 2Lt

Proposals by Channels (%)

3% 11%
i Mobile
12% u Dasan (120)
Others
i Web
m SNS

£/ 2-6. The proportion of citizen proposals by Channels (Feb. 2014 — Dec. 2015)
Source: Seoul Metropolitan Government (2015). Eung-Dap-So Operation Report.
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3.2. 3 NFAFS

8 2-71F 2-8 2 SEA UANE|EAE A4S EoF0 Uk SE A9 7
F StLte Chedt PR S e 59| 2o/ tisiMe 2 HES TorE
HOICH (2= oM A O] F=E Ho| X 29| 7|&).

O Major Expectations

Increased satisfaction of living due to reduction

of complaint processing time

Double business efficiency and easy usage by
citizens due to consolidation of
channels for complaints

12/ 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 ty

(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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2 £/2-8. A Summary of Eung Dap So Proposal Process
Source: Park (2016), EUNGDAPSO & Social Network Services, 2016 ASPA Annual Conference
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LR, ofAX e, SHARIHMD, MDA, A, FXEH L2 & ZE 200 2
MEAIO oot o|d2 SExcts T MES 8510 o + Utk MEHY =2Lt

off Bi=5t0]

-

Spreads via SNS

N et
‘ Orhi
\ Communication - SMG’s SNS Accounts
Passing
A Emergency
Alerts

Citizen’s SNS Accounts

Staff in Charge
One more: Emergency Message through SV

p2amun ga

WARRY e
g | State of Emergency, 2016.03.06.... |,
wm | The actions which citizens

should do or obey to evade.

v

[RELTLLT]

L UL ]

Page 1 [etd ) ) View ! -S0al 1B

&/ 2-9. Emergency Management by Eung-Dap-So
Source: Seoul Metropolitan Government (2016), EUNGDAPSO & Social Network Services,
2016 ASPA Annual Conference
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3.2.2. -0 M EAL

SNS accounts connected to EUNGDAPSO /

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

A g R e
ﬁ—'ﬂ User name Follower Proposal
| wonsoonpark Mayor 1,249,980 112,879 |

Seoul _eds EUNGDAPSO 843 14,397

Seoulmania SMG 74,246 9,654

Seoulgyotong Transportation Division 6,369 3,167
Seoulhangang Han-river Division 4,174 961

A Seoulspoke Spokesman’s Office 34,313 1,644

Twitter

Seoul_smc 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 4,704 424
Livingenv Environment Division 44 130

‘Wonsoonpark Mayor 222,310 55,833

Facebook HopeZ2gether Mayor 364,999 62,811
Seoul_eungdapso EUNGDAPSO 365,002 298

w

2 £/ 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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SE2: 2EZ mfojx] 783 IE

RUTGERS

School of Public Affairs and Administration
Rutgers University- Newark

EUNGDAPSO: Website Composition
U 4 1) @

Register Proposal Proposal 2B AQSY| Real=time
Proposals Results Examples Monitoring

an 8471 Lio| a1t
- MEAN 238 A2 B2l - . QU QAL Of| A HASE
- A LIE

) 5 5
- Pl mmel { a2 S} w2 7| =HISERH!
SeREL B 2t 8 MBS 018 A S 20} 2RO H
- ABAIOY CHEF - g = OFY AlAE S 2UUS HJIISR H
> Eot=gUCh /
A
Sauoil @ Xl a 22!
@ wec a8 osias BN dmws a=stiz Example -
sHeu 5 elRzsh el i
7 salel S2 Suda & Aacszoe Searchin
- ATl - TS & =3,
atmlol= NES - =
A0 FWNols st e @ SNS UBAIXI Emergency Message
™ EHR STAY through SNS
Sus SeAy smazen 2016-01-23

(¥) E 2|70 2H ST &) 2016-01-21

SnRASA 2016-01-18

S RIS E 28 2016-01-18

BIH M E NN RRol 0l H2AD... 2016-01-13

I M E NN RRof 0l H2AD... 2015-12-03

EUNGDAPSO: Mobile App Composition

Civilian Proposal Integrated Civilian Proposal integrated Civilian Proposal Integrated
e ST ... | el N ..., | [l lo g JN— ...

= v 2 X Apply to remedy human
Register . Public interest tip - E] righte violations e . @

Official corruption
report

Public

&/ 2-11. Eung-Dap-So Web Site Composition
Source: Holzer et al. (2016). “Establishment of Bridgehead for Policy Export and International Relations:
Digital e-governance of Seoul Metropolitan Government.” 2016 ASPA Annual Conference.
Retrieved from http://eungdapso.seoul.go.kr/Cmn/Cmn01/Cmn01 not.jsp
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]:q ]TC E Rg School of Public Affairs and Administration
’ . § AN 5 .

Rutgers University - Newark

EUNGDAPSO: real-time monitoring (through SNS)
¢ http://eungdapso.seoul.go.kr/Cmn/Cmn01/Cmn01 not.jsp
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~all A EgEe https,,’tco«ow‘t wleyGM
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0] 8is I HAFEE R c|.aa-h|:1 He u Ty uuq [;“7\ = E
5*1‘* SHEoE ‘W 20 S0{7t
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™
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@wonsoonpark AEHE 2FsH{ 8. THE| S 70 22|70 B2 HADRES 2D
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I EE WELLD FEE g ol https //t.co/3mSAS8hPB1
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&/ 2-12. Eung-Dap-So: Real-time Monitoring System
Source: Holzer et al. (2016). “Establishment of Bridgehead for Policy Export and International
Relations: Digital e-governance of Seoul Metropolitan Government.” 2016 ASPA Annual
Conference. Retrieved from http://eungdapso.seoul.go.kr/Cmn/Cmn01/Cmn01_not.jsp
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‘ﬁ Mews Factually Microsites Resources

24 hr PSI
Loading.-
News Highlights

——
Latest Government news

THE MEDIA

Check out the various
schemes for seniors

#5GBudget2016

Catch the Budget 2018
updates

Videos
Watch the |atest Govt videos

Events
Upcoming events in Singapore .
From The Media
Follow Us 14 August 2016
ﬂ Gold for Singapore! It's 2 historic moment as swimmer Joseph Schooling wins Singapore's first-ever gold

medal at the Olympics, while Parliament plans to formally congratulate him on Monday. In other news,
Emeritus Senior Minister Goh Chok Tong says that good leadership and involved citizens will ensure an
Subscribe to Us exciting future for Singapore. Meanwhile, full-time private scheols are now required to get permission from
the Ministry of Education, if they wish to admit Singapore citizens 2t the primary and secondary levels.

1 £/2-13. Singapore Government Web Site: Main Page
Retrieved from https://www.qov.sa/

YI7tEZE HIIEEZAIE[Of FMXFHE ZZE Holzer & Manoharan, 2016. Digital
Governance in Municipalities Worldwide (2015-16): Fifth Global E-Governance Survey: A
Longitudinal Assessment of Municipal Websites throughout the World. National Center

for Public Performance Rutgers University-Newark.)

MAZA HXAPEE 712 20 7H= (2009 'A-3xY)

« 2014 4 FHEA HAEE B} 45

o E L2009 H 582012 1H 168

o [XEFE LYEZH (CONTENT) B 8 &/

o [KXIEHE AHIA K EZ T (SERVICE DELIVERY) B Z2F 7 8

o [KIXIEHE AJBIZFOI =5 (CITIZEN AND SOCIAL ENGAGEMENT) ZZ7F 2 2
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A News Factually Microsites  Resources B News Factuslly Microsites Resources
. ) . "
Singapore Government Directory I Contactlnfo ;
wild = s st | l - -
Share This
= Home > Contact Info
nomE=on 5]
>
@y Listen | B>
Directory The Singa nment Directory is an online i service to facilitate communication between gov.sg Webmaster
members of the public and the public service. It includes a listing of ministries, statutory boards, organs of
A h e lic i
amiedseud state snd pblcaenices Youmay contact the ster on matters relating to the administration of gov.sg website
If you wish to commes er gov s ite 2 t: ters directly.
w For comments on Government policies or tolodge an incident report, you may drop us a feedback.
Ministries -
’ Emergency Contacts
L MINISTRY OF COMMUNICATIONS AND INFORMATION (MCI} I For assistance with emergencies, please call the relevant numbers:
o MINISTRY OF CULTURE, COMMUNITY AND YOUTH (MCCY) <] Police: 999
SCDF Ambulance and Fire Service: 995
MINISTRY OF DEFENCE (MINDEF) ]
. Police Hotline: 1800-255-0000
MINISTRY OF EDUCATION (MOE) 1] Traffic hotli
Non-emergency ambulance service: Call 1777
- MINISTRY OF FINANCE (MOF) &
MINISTRY OF FOREIGN AFFAIRS (MFA 2
® All of the above e ee ac
Any of the above MINISTRY OF HEALTH (MOH) = -
iy - 1
MINISTRY OF HOME AFFAIRS (MHA) »
submit B : e Share This
MINISTRY OF LAW (MINLAW] @ Home > Feedbac romes E
Reset
MINISTRY OF MANPOWER (MOM) ©
MINISTRY OF NATIONAL DEVELOPMENT {MND) &) Drop Us a Line
We will get back t
MINISTRY OF SOCIAL AND FAMILY DEVELOPMENT (MSF) 2] e 9 ck to you

MINISTRY OF THE ENVIRONMENT AND WATER RESOURCES (MEWR) Name

=
o

MINISTRY OF TRADE AND INDUSTRY {MTI) <]
X Emai

MINISTRY OF TRANSPORT (MOT) @ X Email

PRIME MINISTER'S OFFICE (PMO) ]
{, Contact No. (Optional
¥ sub;

2 2/2-14. Singapore Government Web Site: An Accessibility to Government
Retrieved from https://www.gov.sg
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A8 2-15 2-16 2 H7IZE JRO| Ho|A51 ERH 2IudsS E0ELL
S22 ZF= 7|2H22 Ho|ASF, ERH, RFE S HYHY AULS ME=
280t ALk ALt LIES dH2 2 Y| I FHUOM= 0 Seste A2Lt
g 280 FUNM= A =0 AKX g AT

\\\ * 1 “« ,_.\1:/(1((//,'
AB IR Ve

About

Videos Like Message More *
Events
Photos # Status (8 Photo/ Video w- Govemment Website

House Rules
YouTube Lo Search for posts on this Page
Twitter
Likes gov Gov.sg
59 5 A
Posts
In multi-racial Singapoere, where exactly do Singaporeans stand when it
Pr— comes to race relations? Find out tomomow night, in the Channel NewsAsia

documentary ‘Regardless of Race” on 15 August, 8-9pm. ABOUT >

Like Comment Share ' -

House Rules

ey Gov.sg
g‘Sg esterday at 8:53an

@

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

&/ 2-15. Singapore Government’'s Communication through Social Media: Facebook
Retrieved from https://www.facebook.com/gov.sg
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Singapore Tweets  Tweets & replies  Media New to Twitter?
Government * oV Singapore Government - T:\gr V‘,‘p ‘r; I:l ge!yviw‘:-a:r own
@govsingapore g sq Parliamentto congratulate ( ) on winning Singapore’'s first personalzed imeine

Gov.sg - the official Twitter account of the gold medal at #Rio2016 e s0.so/FromTheMedia m
Singapore govemment. Your first stop for

the very latest policy announcements, -

information and news on Singapore.
You may also like - refres

ﬁ Lee Hsien Loong

¢ Singapore
(] Joined July 2009
) MOE Singapore

@ SingaporePoliceForce

@ Twitter Singapore
TwitterSG

Trends

PV Singapore Government (govsingspore - Aug 12
g,s .@SingaporePolice urge companies in financial industry to step up
security. More @sg.sg/FromTheMedia

|

7 £/2-16. Singapore Government’'s Communication through Social Media: Twitter
Retrieved from https://twitter.com/govsingapore
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eseeee ATRT 4G 20:25

MEIET w0

Notice Policies

Your
Group

Making
Group

My
Interest

Yt Hot Our
Q Issue & Issue
@

‘? Policy
VOTE

%[5,@! QR @ GPS

OE VOTE VOTE

@ e-Polls @ Drawing
Around Lots

1 Suggestion Settings
LJ for App @

MEAEE

22/2-17. mVotina App Menu

mVoting 2 Olz{gt 7|E2| A4S0 mNHez FEsI0 28Xz oS
sE A B7|of oIttt HE XIHCE MESAlS] IHZF AT XX
HAHE mrote A2 AMUSS 7|Has SFAZ|L, A0 S8 HAds e
ddAZ = UALE
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Civil service PC web services

Before - After + Vote list exposure(Citizens vote)

** Event Management Services PC web site + Create Excel list of citizen votes
i ) + Participation eliminates disparities
; Generated on-site events to Vote o ‘

in auxiliary services,

i
= Vote Management Services PC web staff

) ) = Smartphone Applications
+ Policy 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

7 £/ 2-18. mVoting: Before and After of the Policy Introduction
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government.

mVoting 2| 7} 2 582 8 MFAL0 25t0] ATUSoA XY oldnt
s FYSto =oly = UAA siEChE HolW, oldEs daF Eo oot A

O Major Expectations

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

Through onsite voting and target voting,
!democratic opinion gathering and decision making can be reached in an organization

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

Citizens participating in major administrative decisions, !

7 &/ 2-19. mVoting: Policy Performance and Expectation
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government
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Seoul City Full Public Vote

Administration . Vote Management System "
Portal > Internal Policy ) Registration > Approval > Citizen Announcement

2 2/2-20. mVoting: Open Vote Process
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government
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421.F2 7|5

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 composition by age, gender, address, and SNS has been developed but not yet released
(example : taxi driver, nurse’s aid, people in their 20s, Joong-gu residents, specific criteria for sample classification)

.
@
- @
- - T
Employee
* (General Affairs and Emergency Contact Network)

®

Gender f“\ ?( mVoting DB p Mere " Seouls y vote

_ L 3 SNS
Location

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

)

Committee Members List T

L » \
Te Members List '
eam Members List || _ _— mVoting DB p

Subjects List ar

2 £/2-21. mVoting: Targeted Vote Process
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government
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AlE10] A EI0)7] £ £ (C2C)
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GPS & 282 HEEE (62C)
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mVoting % +4

20:17

M2

eeeen AT& 4G 7010

= ML Q

Hot ISSUE Between Policy Vote

Show Your Opinion on SMG

Hot ISSUE Policy Vote

Where is the best place for NO LEFT
signal? Cast a Vote Please

2016 =
FEIEolL

FHNY E8

What do you think about Universities’
tuition cut Policy?

AGREE! @ DISAGREE!
e
IR
a@orx| 750 @4
Ml S E|0{L| Drd2|X| &Al 715 otI=2?

o

£EUE)  HHEE

7 2/2-22. mVotina: App Composition and Details
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8l 2-22 = mVoting 2HY o] Ozt HO|

Ct =
ANES2 92 HAU2Z MESAl2t MSATSe] 22 OlwE &

A S AL
si=gcl =2 8¢ =+
AL = A CHH = o Ege oS = o
tesl EE S5 ozl AZE2 FHE SO0 XSl ods
o =1 AL
Aoz SHMZAFHO| Hotgd = UL
mVoting FHZ9f E8 Al
. # 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 Nodeul 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

£ # 2-2. mVoting: Vote Process and Specified Functions
Source. Seoul Metronolitan Government. (2014). Diaital Seoul e-Government

mVoting £ 010 4% 7}5 8t FHLYL S
¥::;2§ Voting Category Subject
All Targeting all who have the application installed Seoul City,
Separate registers Citizens
Database extraction (gender, age, area, Social Media)
Emloyee phone numbers database connection
Specific (internal vote) Seoul City
Administrative district (Gu and Dong) *fixed concept
(targeted) - :
Citizens Current locations (GPS-based) * variable concept
Policy field vote (register / GPS / QR)
Private group vote (phone number unknow)
To register for private vote, specific room number and Citizens

password are required in the ‘Poll / Vote Search’ area.

£ # 2-3. mVoting: Vote Process and Specified Functions

Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government
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5.120 CHAF SMIE

5.1 M= met Mgt

511 HMEH

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 1SO9001 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

72/ 2-23. 120 Dasan Call Center: An Overview
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government
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5. 120 CHHSHE(S Sk 3125 F1f U FH X YA Y LEZL

120 CHAF 2HIE| HRZAS T2 X2
A 7F2 7}/ KA EHA: 50 712 800 R|SAFX Hy X 2]

O Major Expectations

Achieve equality of

Lessen the workload of the GIHEER s Vel

integrated call center network P‘_la'“t‘”mS of voice caI.I,
member agencies video call, SMS, chatting,
and SNS
Improve
convenience Improve living comfort Y/
of public life for multicultural families, /J

foreign tourists and workers

= 5 o ©

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

08 2-25 & 120 CHIZME O BIRNEIZAE 2Ofst0] HOoIFD Uk 7|Z0E

QUTSBIE B30l MEMHIAS HIUCHH oY Mwrlzol M8 Soto

SXUMA AE, 4SS M MLS Hojstn ks Mol SHo|ch 120

CHASMES M EF 03, O[8Xte] 914%7t 120 CHHEME| 00| BIEeHCtn

Boloto] YMo| MEMS NHHOE IS & Tk 0|2{gh CHYB AT BB
u]
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9
120 Dasan Call Center System
Internal
customers

Citizens
CTl(clients' information/call forwarding)

Citizens, ¢ ling! ding inaui L i T " -

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

. - Manage counsellors(assessment, training, and quality control) o

ounselling ;

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

by SM5 MMS(send) compleint deta

Internet/ Chatting/widget(counselling by chat)
messenger
u-Counselling (thus saving communication cost and dispersing phone calls) Feedback to

Counselling by policy making

video chat App(app search)

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

52. 3 MFEUE

521. F7|s

Hef RMYE AH[2

120 HE S 24 At Tt MHIAE MESSCh Azt 200 FOIA] @A

MEAIPZ0| 2ot 2402t f910[2te & EE + AT

Hotg St 40| 27158 20 ZAHMXIE Sotd ZE5tD HEls 2ots &
ULt (SMS =2 MMS HM[X]). AFTIEF I} 7ksoto] HE|oHA dEHES = UCh

Oiot
ISl
o
A
rir
o
rhu



o/zof Y5 AfH/2

MEAIN AFote 2=, dd, dEA4SS Y
#H). e M= GO, =0, 220, HEHO0, 10 &S MSdt A2n, CHE 0SS

9
EsE MEMH|A H2E AZst ot

—

SNS AtE AfH[A

A2 2HAZY MH[A (SNS) & Sttt Zo|SEE 7tsolttt. 0f 32, EfIH HOo|A5 S5

S0o}0] 24 A[ZF O[L{Of =|AISt== Bf 1 QLT

5.2.2. 741t M| E At

120 Lt DY OfF A0/ PHY 5F

120 imss

CRAFESiE]
-
—_— &
o’ -y Z
VOICE CALL SMS / MMS COUNSELING FOR

COUNSELING COUNSELING FOREIGNERS

120 Dasan Call Center e ¢.. é

(32tofzone) 8

Always Will Be With You, everyone .
CHAT & VIDEO  EUNG-DAP-SO REPORTING

COUNSELING INCONVENIENCE
_ > 3
; [ FAQ_
oOLITAy o 7
R Lo SHIUER
& \ /- - =
:" A. 2 mVOTING MAYOR’S KEY TIPS
3 = LIVE STORY LIVING IN SEOUL
K S

2ot N

1 £/ 2-26. 120 Dasan Smartphone Application: Compositions - Revised
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government
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7| 3 MG TRIAYS A8 Urt

120 CH SMEQ M8 Z2IuS =S DAL VSARYSS Aoz
HOJEfHIO 20 ‘2tglo] XMFoto] ZDPKOl MEWO| stk o) HE Z2IUS
HIHO Jjee Sotol MSAlE Chadh £Fo| MEAHAT obd Heh 28Xo|g
Z2H 0l AIBIAEIAS HBotD ouct

5.3. SHQJAFE|: O|= F2A|Q| NYC 311

§ﬁ The Official Website of the City of New York m Espafiol » Translate | ¥ Text Size
. NYC Resources NYC311 Office of the Mayor Events Connect Jobs Search Q
How can we help you? [nrc searcn Q
_ - . Culture &
Make a Complaint ~ » Business , Civic Services . Recreation .
Check Status -
Education . Environment . Health .
Make a Payment >
Housing & . Public Safety . soclal Services  »

My Neighborhood > Development

Getthe NYC311 App *+

Transportation .

14

®

Alternate Side
Parking
NOTIN
EFFECT

(=
(m
o —
Garbage and
Recycling
NOTIN
EFFECT

O)

Schools
NOTIN
SESSION

Altermnste side
parking not in
effect

Garbage,
recycling, and
onganics.
collections not in
effect

Public schools not
in session but
open for planned
activities

D Service
Lasst Lpciatac: 8014020

SUBWEY RAIL BUS BRIDGES & TUNNEL &

000

000
7]

Status

SERVICE

CHANGE

Upcoming Holidays

0BH5I2016
Feast ofthe Assumption

THOHZ016
Labor Day

091272016 - 0N 1472016
Eid al-Adha

1MOHZOE - 1042016
Rosh Hashanah

10102016
Columbus Day

1V12/2016
Yom Kippur

ANATIZ016 - 10V 18/2016
Succoth

© Notify NYC

GET MOBILE ALERTS L4

81472016 3:00:10 PM '
Motify NYC - Mosquito
Adulticide Spraying
Motification issued
8/14/16 at 3:00 PM.
Weather pemmitting, the
MYC Department of
Health and Mental
Hygiene wil spray
adulticide to key mosquito
breeding lecations in
residential areas of The
Bronx on Monday, 8/15,
between the hours of
10:00 PM and 6:00 AM
the following moming,
8/16. Adulticide will be
sprayed from a truck in
parts of the following ZIP
codes: 10451, 10452,
10453, 10454, 10455,

2 £/2-28. New York City Government 311NYC Website: Main Page
Retrieved from http://www1.nyc.gov/311/index.page
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ojz FR2A[9f MXFEH &2 & (Source: Holzer & Manoharan, 2016)
MNAZA| HXPE R "7 &<l 20 7= (2009 A-2ixY)

o 2014 49 MAEZA FAEE B} 28
o 2009149201268

o 5™ N CONTENT MEASUREMENT

o AT F LIEZ}SFEHS5 P

o HNEFAMNEATE ZH 37

. FAZE APIHO 507 8

0000 ATRT = @ o W)

™ NYC Today

_+ Complaints

Alerts

My Contact Info

Feedback to 311

Tell a Friend

More

Make a Complaint

2 &/2-29. NYC 311 Smartphone Application: Main Page and Functions
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e0e00 ATRT F

X

18:06

QUALITY OF LIFE
Q

N

Hot Water

Q Rat Condition

LOST & FOUND

ﬁ ltem Lost - Taxi

VEHICLES & PARKING

@ lllegal Parking
% Parking Meter

Select Complaint

eee00 ATRT F

18:06

NYC Today

Sun Aug 14, 2016

® &

Alternate side parking
not in effect

Garbage, recycling, and
organics collections not
in effect

Public schools not in
session but open for
planned activities

Parking Calendar

2 2/2-30. NYC 311 Smartphone Application: Complaints and Alerts
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O About O Major Performance

A ‘citizen proposal system’ that collects citizens’ creative »High citizen participation rate - Number of members
ideas and hands over the best ideas selected by citizens’ 70,379

vote, to the city officials who then reflect the proposal in » Monthly average of 669 proposal cases

actual administration or give suggestions (average daily number of visitors 227)

»High number of adoptions - Of a total 152,000 proposal
cases received, 565 cases were adopted

140
120
110

80

60
40 W
20
0 = = = =

2 £/2-31. Oasis of 10 Million Imagination: An Overview
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government
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Cases: Realized Policies from Citizens’ Policy Idea Proposal

e Parcel Service Storage in Subway Station for Women (Best Creative Policy of 2016)

e Han-River Park Forest Trails (Creative Policy of 2016)

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

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

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

Creative Policy)

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

6.2. M NFUE

XI-OII-I
o —l 71 = = O o — —
2xoz it

O Major Expectations

4 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.
V4

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

2 £/2-32. Oasis of 10 Million Imagination: A Summary of Performance
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government
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External Policy Experts
19

Professors, Researchers,
Non-Profit civil campaigners,
Reviewing proposed Policy Ideas
Selecting most useful Policy Suggestions
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15
s Policy Proposal

ol &

L
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Public Administration Experts
Retired Public Officers

Selecting a Feasible Policy Suggestion
“Maonitoring Reports of Citizens’ Suggestion”™

Reviewing Citizen
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0
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£ # 2-6. Oasis of 10 Million Imagination: Proposals from the Citizen
Source. Seoul Metropolitan Government. (2016). Oasis 10 Million Imagination Operation Report.
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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 bronosal proposal
prop (if necessary)

Notifvi
Reviewing ;:'::::g

Public officers

Prizing an
Incentive

. 1. Adoption
(l:lePartmeTt) ::n (or partial adoption) Policy Adoption
charge evaluate 2. Rejection
the proposal

22/ 2-33. Oasis of 10 Million Imagination: Proposals Adoption Process
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HIAI S A MXPEE ©7h AF9| 20 702 (2005-2009 1)

2015 H MAEA] HAFEF B} 15 7

2005 4, 2007 4 MAEA] FApEE Bt 72
2009 5 OfA|OfX] & FAFEE Zof 58
2009 & FAEF AH[2TZ 7 S5 11 7
2009 14 FAIE S A|BIZ0f =0 19

About Our City Guide For _ Things To Do

1T £

METROPOLITAN
GOVERNMENT

Ihe I.ong -Term
Vision Sh

Update Tokyo Gov

28633 LI OR
August 14, 2016 IVNIV
*» TOKYO City Information

Press Releases

August 10, 2016 ® Tokypo Gov
» Taste of Tokyo 2016 S
Coming to you five from the Rio

August 6, 2016 2016 Olympic Games is Japan

¥ Governor's Comments on the Rio 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 afiow them

to expenence authentic Japanese
culture. Japan House 2020 also
highiights Tokyo as the "City of
Waterways”™. This is an intiative by
July 15, 2016 the city 1o create pleasant

» &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 ' —
. |\

» Tokyo 2020 Live Sites in 2016
from Rio to Tokya

22/ 2-35. Tokyo Metropolitan Government, Japan Website: The Main Page in English
Retrieved from http://www.metro.tokyo.jp/ENGLISH/index.htm
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# 71 =hABIILT

Subject

Phone number

E-mail address

1 £/2-36. Tokyo Metropolitan Government: Suggestion Page for Government
Retrieved from http://www.metro.tokyo.jp/ENGLISH/index.htm
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s Rl PR Wbl B Foreign Language B B Y w

, % _?_ gl} TOKYOMETROPOLITAN
A RS GOVERNMENT |p e

| > by TR | > BE50 - BF - Eit | > HE -3t - 2R—w | > EE.HE | > SIS . SRS > MBS

FwF—2 - HIHER - SR - 188 - A0S = Buaht = FEShIEOBT

(w7 | Fhk28(2016)F8EsHEH
BEuLaEht

FHEShEEDENT

i
I
]
f

PR A=relcs
> FESNEADENT
> HTOiEH - BOEA

HETENSFESICES. SR, B BERUTOHEEBTLTLET.

AfES

|

> PH2BEE (20165E)
48 58 68

> FR27FE (2015FE)
48 5H 6E 7H 88 9A 10A 118 128 1R 28 38

» TRE2EEE (2014FEF)
48 5H 68 78 88 98 108 118 128 1H 28 38

> PR2SEE (20135E)
48 5B 6E 7H 8E 98 108 11E 128 18 28 38

> FRi24FE (20126F)
48 5H 6E 7H 88 9A 10A 118 128 1R 28 38

» TRE23FE (2011FEF)
48 5H 68 78 88 98 108 118 128 1H 28 38

fFeR

> BINDIRE. B EHSOIRR2015
» BoiEE. BE. B@EEFORR2014

» BiomiEE. BE. B@#EFORR2013
» BiiEE. B, B#EORR2012
» BioDIEE. BE. EmEORR2011

&/ 2-37. A List of Annual & Monthly Reports of Tokyo Citizens’ Voice
Retrieved from httn:/Ananw metro tokvo in/ENGI ISH/index htm
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Internal Driving Factors External Driving Factors
Emerging Within Public Administration Impacting factors Outside of Public Administration
Institutional Size and Scale of Economic Status s ;

[ Democracy } [ Government J [ (Macro-economic Stability) e

Gov't’s Will to Policy Social Capital
Reform (Citizens' Policy Literacy)

\ /

Technological ]

Internet Penetration
Infrastructures

\ Barriers Y 4
Internal Barriers External Barriers
‘ Regulations | ‘ Legislations | In’::f;itc::c’;ie;:;v ‘ | Digital Divide

Inconsistency in Resistance to Change ‘ | Lack of Citizens’
Technology Policy Caused by ICT Participation

N\ /
(Precondition) Stabilized e-Government System
for Public Service Delivery

‘ Budgetary Barriers H

e-Government

Maturing Administrative e-Communication
through e-Government

22/ 2-39. Factors impacting on e-Government and e-Communication Policy

Source: Modified based on two research “What Drives Global E-Government?” (Moon et al, 2005),
Public Administration Review and “Challenges For e-Government Development (Lau, 2002), 5t
Global Forum on Reinventing Government Mexico City.
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