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Introduction

IntroductionC3Cat

For over a century one of the constant sources 
of concern to the Catalan public institutions 

has been the generic demand for A job well done. 
This expression, which the Noucentiste movement 
adapted as its standard, condenses in four well-
chosen words the commitment to honesty, good 
taste, seriousness and efficiency which, in the area 
of the Administration has traditionally, and nowadays 
more than ever, meant the need to have good 
government which is both smaller and more efficient. 

The aim of A job well done, of efficiency in public 
service, has therefore become a constant, basic, 
principle in the different contemporary periods 
of our self-government. An objective which has 
simultaneously impregnated and fuelled Catalan 
participation in the governance of the Spanish state, 
encouraging and at times leading different efforts for 
reform, with the aim of modernising and adapting it 
to its plurinational reality.  

The C3Cat project represents, in a sense, an 
updating of this constant Catalan preoccupation, 
in this case that of the Administration in improving 
the services offered to the citizens of Catalonia. 
On the one hand an interior improvement, to ease 
and rationalize the work of the public servants, 
thereby gaining in quality and efficiency. And very 
importantly, an exterior improvement, offering more 
and better services to the citizens every day and 
which, by giving more information and reaching 
out to more people, brings the administration 

closer to the public and facilitates and channels 
their participation. Moving forward, administration 
and administered together, towards the practice 
of higher quality, more transparent and more 
demanding governance. 

New technologies have proved to be an excellent 
tool when it comes to continuing that widely-shared 
demand. A tool which we, in the Government of the 
Generalitat, have also wished to put at the service 
of greater efficiency, proximity, relationships and 
coordination. 

Nowadays, an increasing majority of our fellow-
citizens find it difficult to imagine that there was 
once a world before Internet, such is its current 
omnipresence. New technologies have changed, 
without a doubt, our socio-cultural, working, 
economic and political dynamics. Therefore, as a 
society and as an administration we cannot allow 
ourselves to be marginalized or to pretend that 
they don’t exist. Neither should we become passive 
slaves; on the contrary, we should adopt a proactive 
attitude to them.  

Only if we are able to put ourselves in the forefront, 
if we are able to lead this transformation that the 
new technologies have made possible, will we be 
in a position to reap the maximum benefits of their 
potential, and above all to guarantee their efficient 
and proper use. As Prof. Manuel Castells has so 
accurately reminded us, new technology provides 
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us with an opportunity to perfect our democracy 
through greater and deeper interaction between 
government and citizenry. 

Nevertheless, in order to fully develop this potential 
we must aspire towards the universality of our 
respective societies. We must prevent individuals 
or groups being left behind or sidelined from the 
development and progress of society as a whole. 
We must be vigilant in making sure that what should 
be an advance for all society does not become the 
cause of social division. 

In this sense, the C3Cat Project obliges us, the 
Administration, to adapt, as well as allowing us to 
gain in participation and transparency. The millions 
of inquiries that the Generalitat has received, via the 
electronic services it offers, are figures to inspire 
optimism. But they are not enough.  

Therefore the C3Cat also commits us towards 
working to make sure that, as soon as possible, the 
immense majority of our fellow-citizens have become 
familiar with information technology and are habitual 
users.  

The Government of Catalonia’s position also means 
that the use of new technology is essential in the 
educational system. This involves the schools of 
Catalonia moving from the era of the ‘computer 
room’ of some years ago, to that of the everyday 
presence of computers in the classroom. New 
technologies should provide us with the basic tools 
for our everyday work, for the transmission of 

knowledge from primary school until university, from 
the working world to that of leisure, from infancy to 
old age. 
   
And in the case of the Administration we must also 
try to convince the citizens to acquire the habit of 
using these tools when contacting Government 
departments.  

The writer Italo Calvino, in the 1980s, developed 
his ideas on the literature (we might also say 
the communications) of the new millennium, the 
one which we have so recently, in historic terms, 
started. The Italian writer established six premises 
or proposals: lightness, speed, precision, visibility, 
multiplicity and consistency. Very probably, and 
without being conscious of it (we are talking about 
more than 25 years ago) Calvino has given us a 
visionary description of the characteristics of the 
information and knowledge society.  

Nowadays, it has become very clear as to which 
prophecies have the chance of coming true and 
which do not. As can be seen from the description 
of the projects presented below, the Catalan 
Government continues in its efforts to provide 
continuity to the historic claims of political 
Catalanism for good and correctly proportioned 
government, which is efficient, sensitive and close 
to the citizens. Old principles and new technology, 
expressed through the C3Cat project. 

José Montilla
President of the Generalitat of Catalonia.
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The revolution in information and communication 
technologies provides an extraordinary 

opportunity for the renewal of government and 
governance.

Digital communication networks and computerized 
information systems make possible the fast, 
efficient transfer of information within government 
agencies and between government and citizens. 
Interactive communication opens the way to citizen 
participation on an unprecedented scale. The 
interconnection of databases and the informatization 
of procedures break internal bureaucratic barriers 
and enhance the transparency of the administration. 
The uses of the Internet and of Intranets in the 
process of governance constitute the material basis 
for a reform of public bureaucracies that could 
make them more efficient organizationally and more 
accountable politically.

To be sure, the use of new communication 
technologies in the administration is a necessary 
but not sufficient condition for the development of 
the network state. The structure of the organization 
has to shift from vertical command and control 
procedures to a networked form of organization. 
Appropriate training of managers and workers is 
required. And transformation of working conditions 
must be negotiated with those in charge of activating 

the networks of information and decision-making. 
Yet, without a good design of the technological 
and organizational systems of interaction within 
government and between government and citizens, 
the yield of the reform will be meager.

This is why the experience of the Government of 
Catalonia presented in this book is of great value 
beyond the boundaries of the country. It brings 
together up to date technological systems, with 
excellent organizational design, and a conceptual 
approach that places citizens at heart of the 
system. C3Cat is a program on the cutting edge of 
e-government practice in Europe. It is organized on 
the simple principle of providing services to citizens, 
starting with their demands, and structuring ad hoc 
networks of information from various government 
agencies to respond quickly and efficiently to such 
demands. 

It also sets up advanced levels of interactivity 
between citizens and a government agency that 
searches on their behalf for the required information 
in any of the databases existing in the entire 
administration network. Thus, citizens needs are at 
the centre of the system, information networks criss-
cross the entire administrative structure and their 
data are combined in the back office to give service 
to the front office, which delivers service to citizens.

Foreword 
Citizenship in the network society

ForewordC3Cat
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Foreword

The implementation of such a simple principle 
is in fact very complex, both technologically and 
organizationally. It has required an in-depth reform 
of the Catalan administration, and a politically savvy 
process of negotiation and adjustment to overcome 
bureaucratic parochialism and work together 
towards the common good. Thus, the true innovation 
exemplified by C3Cat is not just technological, but 
organizational and cultural. It has become a tool for 
transforming government and governance by putting 
advanced technology at the service of society.

Manuel Castells,
Professor and Director, Internet Interdisciplinary Institute, 
Open University of Catalonia,
Fellow of the Spanish Royal Academy of Economics and 
Finance 

C3Cat
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The Regional Government of the Generalitat of 
Catalonia has developed C3Cat, a new model 

for eGovernment based on a Citizen-Care-Centric 
approach. The developed methodology is the 
outcome of a real, large scale implementation of 
a radical change which empowers citizens, and 
ensures all possible processes needed to guarantee 
that citizens’ needs and suggestions are taken 
into consideration in the development of new and 
improved public services. 

In doing so, the focus has been taken forward 
from a pure and conventional Citizen-Centric vision 
towards a more innovative perspective where 
emphasis is transferred into the way that citizens 
and public administration interact. It’s an exercise 
of evolving from the most specific towards the most 
general, in organizing the way that public services 
are conceptualized and developed in such a way that 
they remain subject to an objective scrutiny focused 
on their generated value for citizens. 

The approach implies recognising the importance of 
broadening and enriching the interactivity between 
citizens and the administration. This interactivity is 
quite frequently compulsory, and normally refers to 
citizens’ rights counterbalanced by the obligation 
from the public administration to deliver the 
required services. From this perspective, the proper 
question is how (and under which organisational 
model service) delivery is performed, thus helping 
to increase the value perceived by citizens and 

generating, at the same time, trust and conditions for 
transparency and participation.

The C3Cat methodology implies the deepest 
involvement of all required stakeholders (citizens, 
public administration and other related public or 
private agents). Their intervention is embedded in 
the core of the model, as critical components for the 
increase in efficiency and effectiveness, and also as 
the basis for citizens’ empowerment. But the model 
also implies building up a solid organizational and 
operational structure able to fulfil the needs of a very 
demanding and evolving interaction between citizens 
and public administration.

The C3Cat model has been successfully 
implemented by the Regional Government of the 
Generalitat of Catalonia and it has been operational 
since 2005. Its implementation has resulted in a 
spectacular growth of the use of public services by 
citizens, an increase in interactions of one order of 
magnitude (considering that the current amount 
of citizen interactions is already 142,8 million 
interactions per year, this amounts to a comparative 
increase of 350% since 2005) whilst the operational 
costs of running the services have reduced by more 
than 50%, and the citizens’ satisfaction index has 
grown and the satisfaction index have reached a very 
high level for 90% of citizens’ care services users.

The development of new services has also been 
positively influenced by C3Cat, as the time-to-

C3Cat: Citizen-Care-Centric 
eGovernment in Catalonia
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market service has been reduced by more than 50% 
whilst the unitary cost of building and deploying 
new services has been reduced by 50%. This results 
in the ability to foster a sustained development 
effort service, irrespectively of how challenging or 
complex the services are, as the model has even 
allowed for the successful development and pilot 
implementation of Electronic Health Records (EHR, 
one of the most challenging services in scope) which 
has been seamlessly integrated into the bundle of 
public services of the Generalitat of Catalonia.

The three most outstanding lessons learnt from the 
design and operational implementation of the C3Cat 
model are as follows:

:: The model has demonstrated a credible way of 
achieving a spectacular increase in the number 
of interactions between citizens and public 
administration (one order of magnitude, at a very 
high scale of delivered services) whilst at the same 
time coping with significant reductions in time-to-
market, development costs and cost of operations

:: Innovation in the development of eGovernment 
services has greater support with collaborative-
networked approaches, as they enable connections 
among people across formal (and normally 
hierarchical) structures, thus overcoming 
substantial organizational issues.

:: Communication and dissemination activities 
and efforts are critical. For the most efficient or 
effective e-Government approach to reach its 
full potential it will be of paramount importance 

deploying professional (consumer-like) 
communication campaigns, which cost should be 
considered and included as part of the service’s 
deployment resources.

The significant effort invested in the 
conceptualisation, the design, the development 
and the implementation of the C3Cat model has 
already attracted the interest of a significant number 
of public administrations from all over Europe and 
overseas. The case has also been partially analyzed 
by a number of relevant academic and research 
institutions at a European and international level, to 
whom the Regional Government of the Generalitat of 
Catalonia has always offered maximum support.

The current situation allows for a more ambitious 
scope and extent of collaboration with any interested 
public administration and Public body, as the 
C3Cat model has already been exposed to some 
of the most demanding and challenging situations 
which resulted in a resounding success in terms 
of rigour in developing and deploying services and 
also in robustness, scalability and organizational 
sustainability of the model vision.

This publication should be seen as an attempt to 
make room for sharing and collaboration with those 
public organisations interested in the experience 
developed by the Regional Government of the 
Generalitat of Catalonia.
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C3CAT methodology: Innovative Citizen 
Care Centric eGovernment in Catalonia

1. Focusing on 
interactions

2. Empowering 
by networking
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4. Monitoring 
service’s deployment

3. Industrializing
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Evolving eGovernment: 
going beyond a Citizen 
Centric approach

Chapter 1
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Evolving eGovernment: going beyond 
a Citizen Centric approach

The evolution of eGovernment can be framed along the shift from preliminary 
phases based upon gaining in efficiency and effectiveness (public adminis-

tration Centric) towards a new situation where1 the “... focus of public sector 
activities for the coming years will be on the creation of public value and user em-
powerment. The citizen should be in the centre of the process, which will vary from 
tailor-made services to engagement in the political process. New technologies 
make it possible for public bodies to deliver this in collaboration with other players 
in society, and to increase citizens’ trust in public administration through better 
transparency and accountability ...”.

This evolutionary path has been articulated in a number of studies in order to 
start discussions on the future of eGovernment, where the subsequent reflexions 
on the evolving policy goals for eGovernment were described as follows:

EVOLVING POLICY GOALS OF GOVERNMENT

Governance
Constituent as a citizen, voter and participant

Dilemma: how to balance openness and transparency,
and the private interests of different stakeholders

Effectiveness
Constituent as consumer

Dilemma: how to balance collective needs 
and individual demands

Efficiency
Constituent as tax-payer

Dilemma: how to provide “more for less”
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As a consequence, the focus has been sustainably placed on a Citizen Centric 
approach, where the aim has been to carefully explore citizens’ needs in order 
to deliver cost-effective, personalised and relevant e-services that simultane-
ously enhance democratic dialogue. The latest implied a significant effort from 
public administrations to ensure that the development of eGovernment servi-
ces were focused on user needs, that they were user-friendly and that citizens 
gained as much as possible from their implementation.

The report2 “A Handbook for Citizen-entric eGovernment” described Citizen-
centric services as those that “... are designed to deliver increasingly cost effec-
tive, personalised and relevant services to citizens, but also serve to enhance the 
democratic relationship, and build better democratic dialogue between citizens 
and their government, which then enhances the practice of citizenship within 
society ...”.

To date, there has been a remarkable emphasis and use of resources in order 
to advance in this direction, where the final aim of developing “appropriate” 
(new and adapted) public services has been counter-parted by the existing 
barriers in eliciting the associated needs for services. Where those needs were 
found, it also became clear that the effort to develop and deploy the related ser-
vices was much higher than expected, and that keeping a sustained and close 
contact with users (including their necessary empowerment) was also part of 
the challenge.

The implicit assumption of putting the citizen in the centre of the process as 
the root of the elicitation of new or improved services has been of help in the 
early phases of the development of public services. However, experience has 
rapidly shown the need to refocus the process of analyzing these needs to-
gether with the incorporation of citizen’s feedback; their input as empowered 
stakeholders in the development of public services. In this respect, the challen-
ge is not only to take into consideration input from citizens but also to refine 
them incorporating the consequences of the associated user experience when 
gaining access to the use of the public services.

The need to refocus the “point of observation” to better understand the needs 
of citizens appeared at the moment in which it became clear that public servi-
ces were dependent on the kind of interaction among the public administration 
and citizens (the “contact moments”) as well as with respect to the delivery 
channel involved (the “same” service delivered by a contact centre needs a 
different development to the same service delivered in presence or through the 

1 Report “Value for citizens. A 
vision of public governance in 
2020”. Foreword by Mechthild 
Rohen, Head of Unit ICT 
for Government and Public 
Services, Information Society 
and Media Directorate-General. 
European Commission. 
December 2008.

2Study “cc:eGov Organisational 
change for citizen-centric 
eGovernment”. Ecotec. 
December 2007.



C3Cat Evolving eGovernment

20

Citizen Care Centric
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Internet), thus transforming a single service into a bundle of related (but auto-
nomously developed) services.

The most challenging consequence is that under this approach the number 
and type of public services increased significantly, as well as the complexity of 
their implementation. Fortunately, the positive side is that the future services 
are closer to citizens’ needs, they respond better to their requirements and are 
much more appreciated, thus considerably increasing the perception of the 
quality, completeness, efficiency and effectiveness of more personalized and 
better adapted services.

This dimension was identified by the Regional Government of the Generalitat 
of Catalonia at the most mature stages of developing a citizen centric approach, 
thus facing the already mentioned difficulties. The sustained effort in having 
an objective measure of success or failure (based on appropriate metrics and 
public polls) lead to the identification of the richness of focusing the analysis 
on the “contact moments”, those occasions in which the citizens and the public 
administration interact (by citizens getting access to the delivery of the public 
services that they need). The increase and preciseness on the identification of 
new services or on room for improvements was transferred into the correspon-
ding policies linked to the genesis of new or adapted public services.

As a consequence, the Regional Government of the Generalitat of Catalonia 
took the decision to develop a new methodological approach (C3Cat) based on 
an explicit Citizen-Care-Centric approach. In doing so, the focus shifted from 
a conventional Citizen-Centric vision towards a more innovative perspective 
where emphasis was transferred to deeply analyze and understand the way that 
citizens and public administration interact, and more precisely the way that 
citizens use and understand the public services they require.

... boosting e-Administration from 
a Citizen-Care perspective ...
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... pragmatical implementation of 
an innovative approach to eGovernment ...

The approach implied recognising the importance of improving and broadening 
the interactivity between users and the administration. This interactivity is quite 
frequently compulsory, and refers to citizen rights counterbalanced by the obli-
gation from the public administration to deliver the required services. From this 
perspective, the proper question is how (and under which organisational model 
service) delivery is performed, thus helping to increase the value perceived by 
citizens generating at the same time trust and conditions for transparency and 
participation, basic components for citizen empowerment.

The approach that has crystallized into the C3Cat methodology is based on a 
pragmatic implementation of an innovative approach to eGovernment, and it 
comes from the practical experience of developing and implementing public 
services. It is not a theoretical exercise; it is based on the empirical experience 
gathered in facing real implementations of public services in real conditions, 
under large-scale dimensions.

Scale matters when we are talking about design, development and deployment 
of public services, even more taking into consideration that every single service 
having been deployed becomes subject to a serious and objective scrutiny of its 
success (or failure) in terms of citizens’ forms of use, reactions and suggestions 
for improvement.

The C3Cat model targets the entire citizenship of Catalonia (more than 7.4 
million inhabitants), which is addressed under a multichannel and multimodal 
approach to deliver public services. 

The already mentioned increase in the number and appropriateness of new 
and improved public services has to be seen as a specific policy based upon a 
“service contract” from public administration with the citizens, so as to respond 
to the received inputs and valuation of the existing service portfolio. 

However, and due to the focus on the citizen-care-centric approach, after 
having examined the ways that the interactions are conducted and needed, 
a spectacular effort was made to incorporate tailored ways to reach very 
segmented targets, thus fine-tuning access to sectors of population seen 
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as particularly sensitive by the Regional Government of the Generalitat of 
Catalonia.

A dimension that has been particularly empowered under the vision of the 
C3Cat model is Health, being an area that affects the entire citizenship. In this 
respect, and by means of a “personal health folder” instrument fully integrated 
into a multichannel and multimodal front end access (physical presence, online 
over the Internet, telephone, TDT, mobile) a targeted objective of 8 million 
citizens are in the process of being empowered to obtain access to their 
personal medical data (this being an early implementation of EHR, Electronic 
Health Record). 

Unemployed citizens are a particularly sensitive sector of the population, even 
more so due to the current global socio-economic situation and recession. 
Under the vision of the C3Cat model, specific treatment was devised in 
order to treat their specific needs, this being reflected in the development 
and deployment of new targeted services disabling any need for presence 
interactions, thus facilitating in the most effective way direct access to the 
associated information and services. In this respect priority was given to 
transferring most of the interactions to the citizen care telephone channel (012 
phone number), where an unattended automatic system is able to provide most 
of the required services, including the monthly validation needed to get the 
social compensation. The immediate effect was a sharp reduction in the number 

:: Structure:   
15 Departments
30 Autonomous Bodies 
73 Public Companies
65 Consortia (Participation) 

::  Territory:         
31,895 Km             
::  Civil servants:        
155,947
::  Population: 
7,475,420 million (2009)

Location and involved players
Generalitat de Catalunya
Catalan Regional Government, Spain

Year   Population
1900
1910
1920
1930
1940
1950
1960
1970
1981
1991
2000
2007
2008

1,984,115
2,009,218
  2,355,908
     2,731,627
       2,915,757
         3,218,596
             3,888,485
                       5,107,606
                             5,956,414
                              6,059,494
                               6,261,999
                                       7,210,508
                                         7,364,078
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of visits to points of presence (citizen care offices) and a significant increase in 
the value perception from this particular collective.

The already referenced socio-economic situation was also identified 
as requiring the activation of targeted services, and as a consequence a 
specialized new portal focused on “Tools for help during recession” was 
launched and put into operation as an active measure to facilitate the 
smoothest possible way of delivery of specific services for a specific target.

The same approach has been applied for socially disadvantaged groups, 
those citizens at risk of social exclusion. Specifically targeted accompanying 
measures and services were designed, and transferred into operations 
throughout all available channels, but giving priority to those well suited to be 
used in practical terms for citizens at risk of social exclusion.

The same has been applied to a broad number of collectives and groups 
of citizens, such as immigrants (reception guide website, in 10 languages 
and specialized services on telephone channel, 012), social services for the 
crisis (subsidies, new opportunities, social help, personal support), educative 
community (new portals on education, territory patrimony, multimedia), citizens 
on the move (mobility information, attention to incidences, opportunities) or 
families (subsidies, support to families with children at risk of social exclusion).

This non-exhaustive description is, in fact, pointing out ways of considering 
how to target specific needs of specific citizen groups in terms of the way they 
specifically need to maintain interaction with the public administration.

The most critical and important dimension of the above-mentioned examples 
is that they show an impressive boost in e-Administration deployment, only 
possible after having changed the observation perspective (thus analyzing the 
way that citizens use and obtain access to public services) and specifically 
linked to a specific policy of delivering the highest personalized public services 
adapted to the specific requirements they show for service delivery.
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... industrializing the production 
of citizen-care-centric public services ...

The richness and completeness of the C3Cat approach in terms of room for 
development and improvement of public services is so broad that public 
administration becomes almost immediately confronted with the need to 
respond effectively to the need to run a much higher, more complex and more 
ambitious number of projects per year, thus resulting in the need to manage 
an increased number of projects in parallel, under tough pressure in terms of 
deadlines for transfer of new or adapted public services into exploitation.

The solution that has been implemented under the C3Cat methodology is to 
incorporate an “industrialized approach” to the development of public services, 
thus allowing activating projects of the highest complexity and request of 
resources. The public administration becomes, under these conditions, an 
“industrial producer” of public services, gaining at the same time in terms of 
time-to-market, quality and overall capacity to face simultaneous challenges 
identified along the overall public administration organization.

The concept of industrializing the production of public services has been 
implemented up to levels in which the overall approach could be compared with 
other industrial instances. The methodology is based upon a “factory concept” 
which is composed of the production chain (in charge of developing new 
services, highly personalized and related to specific delivery channels), a toolkit 
which provides all needed tools for the production of those public services, and 
a workshop lab where new tools are produced or adapted when a new need is 
found.

Another relevant aspect of this “factory” analogy is that the “public services 
factory” is based upon a Shared Service Centre approach (highly efficient 
centralized “production plant”) which can be replicated in terms of satellite 
“public services factories” which will be operating under the same production 
policies and using exactly the same toolkit components and “production 
chain layout”. The result is that a constellation of coordinated public service 
production centres are made operational, that all of them share the same 
production tools and conceptual approach, and that every single progress or 
improvement in the production processes or tools is made available to the 
entire organisation.
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C3CAT service factory
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2.1 Organisational model

... managing by doing ...

The C3Cat approach has been based upon the basis of facilitating rather than 
imposing a centralized shared service centre approach. The focus on a Citizen-
Care-Centric approach allowed for the consolidation of a model in which the 
entire organisation has to respond to the challenge of fulfilling the identified 
service needs.

The C3Cat model has been implemented in a way that specifically 
distinguishes the typology of the delivered services. Information and 
transactional services are treated in a way that guarantees the highest possible 
achievement of transparency and accountability, thus affecting and creating 
conditions for all stakeholders’ participation. Social networks are embedded 
into the model having been given specific instruments and methodological 
support (under the so called e-Catalunya project). This typology of services is 
transferred into operations as service deployment and operation projects, all 
fine-tuned in terms of their interactivity dimensions (needs for multichannel 
and multimodality, priorities to be given to specific channels or delivery 
specificities to be taken into account, and even their need for communication 
and dissemination actions).

The model is composed --in operational terms-- of a number of organisational 
structures. A Centre of Competence on Citizen Care has been made operational 
under the concept of Shared Service Centre. As such, it is a functional and 
technological group responsible for identifying, defining, developing and 
deploying all eGovernment projects targeted at citizens, under the conditions 
established by C3Cat.

The adoption of a number of highly customized technological suites has 
allowed C3Cat to spectacularly increase the rapid adoption of the envisaged 
approach under a significant reduction of cost development (one order of 
magnitude lower). A multidisciplinary team composed of civil servants, content 
managers, functional analysts, service designers and technology experts 
has taken over a centralized responsibility to provide support, guidance and 
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instruments suited to face a significant boost of citizen-care-centric 
kind of eGovernment services.

Consensus is reached among all the constituents involved in service 
design and delivery, securing in such way the existence of realistic and 
achievable expectations, resulting in significantly higher final evaluation 
qualification of the provided results.

The most strategic and executive management aspects of the C3Cat 
are the responsibility of a team specifically allocated for this purpose 
by the Directorate General of Citizen Care of the Regional Government 
of the Generalitat of Catalonia. Directorate General of Citizen Care 
strongly backed by Telecommunications and Information Technologies 
Centre of Generalitat of Catalonia.

Directorate General 
of Citizen Care

Shared Services 
Centre 

Telecommunications 
and IT Centre  

Departments and ministerial bodies 

 Generalitat of Catalonia  



C3Cat Methodology

32

L’at

Empowering by networking:
... Integrating innovators beyond 
hierarchies ...

The C3Cat model is a networked exercise, embedding 
the knowledge and involvement of all innovation 
agents of the organization, irrespectively of their 
hierarchical level in the organization.

The involvement of the internal innovators has been 
supported by an innovative project based on the 
adoption of Communities of Practice (CoP) supported 
by advanced Internet social networks and web 2.0 
technologies (e-Catalunya project). 

It was no accident that one of the most active 
Communities of Practice in e-Catalunya was 
composed of all the civil servants and professionals 
of the Citizen Care group (454 people) who have 
been using this instrumental support to share and 
generate knowledge, experience and joint advice, thus 
enhancing their strengths as innovation and change 
management agents.
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2.2 Mass scale service production: 
distributed model

... Industrializing service production ...

One of the consequences of choosing a Citizen-Care-Centric approach is 
derived with the increased level of complexity and demand of concurrent 
developments coming from the rich and detailed level of requirements and 
requests.

As previously outlined, industrializing the production of public services is the 
only way of being able to respond to the challenge associated to it. Additionally, 
it contributes with the appearance of linked economies of scale, an increase in 
quality and capacity to provide not only the production of the services but also 
support in establishing the public service “factory”.

As a consequence, it becomes possible to allow for the appearance of 
satellite “factories” focused on the production of specific public services 
(for a Department in particular, for a public company) without losing the 
overall coherence and not endangering the chosen model, as consistency is 
guaranteed by the fact that all “factories” will be built using the same concepts, 
production components and tools and procedures.
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The consolidation of the main “production plant” as a Shared Service Centre 
allows for having a centralized centre of competence and an always-available 
bundle of resources, which can be activated on demand to respond to any 
specific need. The Shared Service Centre contributes with a significant increase 
in performance and cost reduction, at the same time that it concentrates gains 
in productivity and competences not only in service design and development 
but also in service delivery.

Shared Service Centre 

Multichannel and multimodal delivery

The overall concept of C3Cat is fully aligned with the consequences of having 
adopted a multichannel and multimodal delivery strategy. Most of the services 
are available through a wide variety of available channels, each with its own 
specific characteristics.

This dimension imposes the need to build up each service instantiation ac-
cording to the specific requirements imposed by the activated channels, thus 
creating a greater need for the development of the service and its subsequent 
maintenance. The embedding of the multimodality dimension over the existing 
multichannel strategy results in the capacity for any citizen to initiate the use of 
any service through one channel, follow it up through another and finalize it by 
choosing the best channel for his/her own needs and particular conditions, wit-
hout losing  track and control of the execution of the related service, to which 
access is guaranteed by the service delivery platforms in an integrated manner.
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Not all channels need to be part of the delivery mean adopted for the de-
ployment of each public service. This activation is selected together with the 
Government Department responsible, taking into consideration the goals and 
specificities of the targeted citizens and the nature of the public service itself. 

As an example, the specific services aimed at the target of unemployed 
citizens were created by transferring most of the service value to the use of 
Internet, phone access through the phone number 012, mobile applications 
and the use of SMS instead of channelling the services through the existing 
governmental employment offices (as was the case until the creation of the new 
and improved services). This decision resulted in more than 55% of citizens’ 
applications for employment being carried out through Internet and 012, whilst 
all requests were fully supported by ICT means, eliminating the need for any 
manual intervention by the equivalent to over 140 civil servants. Citizens now 
have access to a better, faster and more accurate service, without the need to 
go personally to employment offices (which is sometimes considered “socially 
embarrassing”, as they find their unemployed status being publicly “exposed” to 
third persons) thus significantly increasing  their perceived value of all related 
public services, and at the same time, increasing the efficiency and effective-
ness of these services.
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Citizens

Contact 
Center

Platform

Generalitat
administration

Front Office: 
Generalists

Middle Office: 
Specialists

Third level: 
Specialists 

(civil servants)

AOT
97’’

AOT
202’’

Levels of attention 

AOT: Average Operation Time

Contact Centre 012
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Mobile

Other channels available:

Integrated 
Citizen Care Offices
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gencat, Integrated Internet channel 
of the Generalitat of Catalonia
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... Production Toolkit ...

The existence of a fully embedded production toolkit (all the components 
needed to build up the “factories” for the development of public services) is a 
fundamental part of the model.

It is important to realize that not all components were available at the moment 
in which C3Cat was designed and put into action, and that even the overall 
models were still vague, thus needing to reach a very specific level of definition 
as well as the incorporation of all the required production components.

It is also important to realize that in many cases the market does not always 
provide the kind of production components that may be needed, and that 
on these occasions it is necessary to get things done, thus incurring in the 
development and consolidation of these production components, which become 
de facto assets of the production model.
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The Front Office layer 

Collaborative tools: Blogs, forums, social networks, 
tag clouds, wiki, participative processes, distribution lists, 
file storage, photo albums, RSS and alarms.

Multimedia content management: CMS, multimedia 
database, forms generator, blog, RSS, newsletters, 
territorial resource database.

Communication channel platform: Internet channel, 
telephone channel 012, SMS channel 5012, 
presence channel (450 offices).

Citizen care databases: procedure information, 
services and public bodies, search engines 
(keywords, taxonomies, natural language interpreter).

Transactional module: electronic identification and 
authentication, electronic forms, payment systems, 
general register.

Additional citizen care functionalities module: 
CRM with citizen profile and service follow-up,
appointment management, electronic notifications, 
suggestions, incidences and complaints- 

 The Middle Office layer Technologies

Corporate Content Manager (GECO)
Web Servers
Indexing and search engine
Application Server
Institutional Iconografic Bank (BIG)
Digital Asset Management Repository
Web GaleriesClicat
Blog Server
Form Manager
Newsletters
e-Catalunya
Forums
Distribution lists
Wikis & Weblogs
Presence and instant messaging
Sync with mobiles and PDA
Analytics
Tramits and services
Natural language interpreter
ETL Platform
Middleware Platforrm
Forms Server
Contact Center (012)
Connectivity: 180 channels
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2.3 Exploiting public administration - citizen 
interactions

... Rethinking services and delivery strategies ...

As already pointed out, the “contact moments” 
where citizens and public administration are in 
touch should be seen as the root for discovering 
options and requirements for new or improved public 
services. 

However, it is also possible to introduce into the 
process a serious and rigorous rethinking not only on 
the nature and scope of the service but also on the 
existing delivery strategies. Drastic changes in those 
dimensions tend to provide significant chances for 
the introduction of innovative approaches.

... Front-office-centred ...

A Citizen-Care-Centric approach is by nature front-
office centred. Although back-office will always 
remain the base for all the information and for the 
most complex services and systems, the most 
remarkable changes will occur at the front-office 
level, this being fully consistent with the Citizen-
Care-Centric approach.

The main consequences of the application 
of a C3Cat-like approach would result in the 
concentration of public services instances at 
a front office level, due to any of the following 
circumstances:

:: Direct service delivery: public services strongly 
related with the nature and scope of citizen care, thus 
created at front-office level  

:: Delegated services: services which being 
produced and managed at the back office level or by 
any Department which is part of the organisation of 
the public administration are delegated and finally 
transferred in terms of delivery to the front office, and 
as such to the Citizen Care layer

:: Mediated services: services which are produced 
and managed at the  back office level or by any 
Department of part of the organisation of the public 
administration and for which the service delivery 
is mediated by the front office, and as such by the 
Citizen Care layer.



C3Cat Methodology

45

Service’s convergence at Citizen’s Care layer

1. Direct
 service

Multichannel 
Citizen Care Organization

2. Mediated 
service

3. Care-specific
    Services

Industrialization

Innovation

Public Service Backoffice
Public Administration Departaments

Metrics

Networking

Service’s 
delivery

Citizens



C3Cat Methodology

46

... Identifying existing assets ...

The experience gathered in rolling out the C3Cat methodology shows that 
it provides the opportunity to identify and capitalize existing “hidden” digital 
assets, which could then be activated in terms of new or improved public 
services.

The activation of services based on digital maps, geo-coded public services, 
media repositories and documental archives are examples of this approach, 
which could generate quick-win projects with a rather fast return of investment 
and an immediate generation of additional added value for the citizens and for 
the public administration.
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2.4. Metrics, making objective 
success or failure

Visits’ evolution at gencat 

(february 2005 - august 2010)
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Visits’ evolution at gencat 

(2005 - 2009)
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ISO 9001

2002

2006

Information of Citizens 
Service Catalogue (SAC) 

Management

Call center service
012

GSIT Multichannel Care 
Citizens Platform

Call center services 
012 and  902012345

2009

Information of Citizens 
Service Catalogue 
(SAC) Management

Contact center Service 
012 / 5012

 Service quality level 
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Citizen’s satisfaction

Normal Little and no 
satisfied

Satisfied 
and very 
satisfied

More than 90% of 012 phone users 
evaluates positively this service. 

average evaluation mark:  8.4 / 10  (2009)

The C3Cat model is backed by the 
existence of an accurate system of 
metrics, designed to monitor the 
operations and evolution of all available 
channels and services (012 citizen care 
telephone, web portals embedded 
into gencat.cat, presence offices and 
publications). 

The sustained measurement by Analytic 
Tools of the use of Internet service 
delivery is complemented by an accurate 
surveillance of relevant parameters of the 
Contact Centre, including periodic quality 
and market analysis and valuation of the 
provided services by citizens.

012 phone service: citizen’s satisfaction survey 2009 
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Satisfaction level by IVR (Interactive Voice Response)
average evaluation mark: 4,57 /5 (June 2010)

Evaluation between 1 (bad) and 5 (good)
19% of evaluations at 1 level (3% from total) are for external services as 1004, 18,000, etc.

Level 1 Level 2 Level 3 Level 4 Level 5

14,000

12,000

10,000

8,000

6,000

4,000

2,000

0
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... some results ...

The main results of the application of the 
C3Cat methodology can be summarized 
according to four important outcomes

:: Interactions among citizens and the public 
administration have increased by one order 
of magnitude (considering that the current 
amount of citizen interactions is of 142.8 
million interactions per year. This amounts to a 
comparative increase of 350% since 2005).

:: The unitary cost of building and deploying new 
services has been reduced by 50%.

:: The operational costs of running the services 
have been reduced by more than 50%.

:: Time-to-market services have been reduced by 
more than 50%.

Other additional indicators are as follows

:: Visits to the web portal increased by 13% last 
year, having reached 154 million visits/year 
(2009), representing an accumulated increase 
of 275% since 2005, to a web constellation 
composed of 346 integrated webs and 1.5 
million available documents (the 8th most visited 
website of Catalonia).

:: Contact Centre (012): 2.9 million calls (2009) 
with a high evaluation index of 8.4 out of 10.

:: Automated telephone attention, having been 
able to deal with the need to support specific 
campaigns (summer activities: 60,000 people/
year, family subventions: 200,000 people/year, 
traffic conditions: 20,000 SMS/year).

:: Massive use of communication channels: more 
than 5.5 million served RSS, more than 5 million 
newsletters, primetime audience at the Catalan 
TV (20% share) obtained for the 012/gencat 
services campaign, InfoCatalunya Magazine 
(which includes a multimedia version) sent to all 
families.

:: Exponential growth of Communities of Practice 
at e-Catalunya project: from 5,000 users and 
250 CoP (2007) to 22,964 users and 1,788 CoP 
(2010).

:: Number of users incorporated into the Gencat 
Services and Procedures Portal: 153,000 citizens, 
16,000 companies.

:: Increase in the number of executed 
transactional services: 5 million online 
procedures.

:: Information and transparency.

:: Online validation (web and 012) of the monthly 
unemployed subsidy targeted at the more than 
676,100 affected citizens, of whom 35% opted for 
the web channel, whilst 25% opted for the use of 
the Contact Centre options (012).

:: Centralized territory resources information 
system: data on more than 26,000 geocoded 
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resources (multimedia access from web, 012 
phone number and mobile phones).

:: Infografic system: 23,000 online media files 
(audio, pictures, videos).

:: Statistical data: elaborated and made 
accessible from the responsible Catalan agency 
(Idescat).

:: New support portal for immigrants (web and 
012): available in 10 languages.

:: Reuse of contents protected by Intellectual 
Property under Creative Commons licenses.

:: Traffic conditions on mobile devices (5012 with 
IVR functionalities).

:: Labour accidents, family subsidies, permits and 
licenses, access to education resources.

Transactional

:: Personal Health Folder (the early 
implementation of the Electronic Health Record 
- EHR); reaching 80% of primary care and 20% of 
hospital care. These services are being deployed 
addressing the targeted 8 million citizens.

:: Procedure file: transparent access throughout 
the institutional CRM to all available information 
for transactional services.

Social networks, 2.0 Administration

:: E-Catalunya: Communities of Practice portal 
involving 22,964 users, 1,788 CoPs (2010) and 61 
portals.

Some C3Cat 
relevant results 
:: Increase of Interactions in 
350% since 2005

:: Decrease of unitary cost of 
building and deploying new 
services in 50%

:: Reduction of the operational 
costs of running the services 
by more than 50%

:: Reduction of time-to-market 
services by more than 50%

:: Gencat Blogs: 21.

:: Twitter: 22 accounts.

:: Facebook: 27 groups.

:: Youtube: 15 channels.

:: Linkedin profile.

:: Flickr: 10 channels.

:: Slideshare: 6 accounts.

:: Delicious: 11 accounts.
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2.5 Facing complexity

... Institutional map ...

The Regional Government of the Generalitat of Catalonia operates under a 
complex and diversified structure composed of almost 156,000 civil servants, 
organized into 15 Departments, 30 Autonomous Entities, 73 Public Companies 
plus the participation in 65 Public Consortia.

Such a complex organisation is composed of both political and operational 
levels, thus increasing the inherent difficulties. 

C3Cat has allowed substantiating an operational way to overcome this 
complexity, facilitating the existence of a collaborative and cooperative 
dimension, where the need for hierarchical coordination is kept to the minimum.

 On the contrary, all progress and all the developed public service facilities 
are made available to all stakeholders, including the possibility to replicate the 
public service production mechanisms, with the only restriction of keeping the 
magic rule of making everything available to everybody (including the gathered 
or generated knowledge).
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Election / Designation
Legislation, impelling of the policy action (and Government control)
Regulation, administrative action and providing of public services
Interrelation
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... embedding critical back-office issues: 
interoperability ...

Part of the complexity also corresponds to the need of embedding into the overall 
deployment of new or improved public services the existing back office issues, which 
needs to have their specific evolutionary path (normally under the applicable public 
regulation).

A significant component in the interrelation between a Citizen-Care-Centric approach 
and back-office issues comes from the interoperability among different public 
administrations, at all possible levels (European, National, Regional or Local).

In this respect the approach has been twofold, coping both with the challenges 
related with the need to guarantee internal interoperability (among the different 
constituents of the Government of Generalitat of Catalunya) and also with the need 
to secure external interoperability by a networked effort involving different Public 
Administrations.

At the internal level, the development of an “integrated data bus” (PICA, the Catalan 
interoperability platform) has enabled the existence of centralized data thus allowing 
to significantly simplify many transactional processes. This initiative, together with 
the regulation for administrative simplification (promoted by the office of Public 
Function and Modernization of the Administration) has resulted in the corresponding 
transformation of the administrative processes, thus reducing administrative burden 
both for citizens and companies.

At the external level, the creation in 2001 of the Consortium of the Open 
Administration of Catalonia (AOC) built the needed constituencies to collaboratively 
face the challenges related with interoperability at Local, Regional and National 
levels, by an approach based upon a collaborative coordination and the activation of 
optimized resources.
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... scale matters ...

As previously mentioned, the C3Cat methodology is the result of a pragmatic 
implementation of public services under very demanding aspects where scale 
matters. Not only is it about delivering more than one thousand different public 
services to 7.4 million citizens, but also doing it from within a very complex and 
broad organisation. Scale is also reflected in the level of use (millions of phone 
calls and Internet accesses) and in the number of concurrent development 
projects. The same exercise under less demanding conditions would have been 
definitely another project.

Scale is also a fundamental source for improvement and gain in efficiency and 
effectiveness, as there is room for return on investment, due to the applicable 
economies of scale.
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...technological resources needed...

The overall implementation of C3Cat is only possible when sufficient 
technological resources are available for the implementation of a very 
complex and sustained effort. Not only is the general technological model of 
extreme complexity but it also requires the existence of allocated professional 
resources:

The technology solutions have been adopted taking into consideration aspects 
of technical viability, flexibility and scalability, which are highly important in 
order to guarantee its future evolution and the capacity to cope with extremely 
demanding and challenging future projects for new or improved services and 
functionalities.

The technology solution can be described in terms of Front Office, Middle 
Office and Back Office.

... Information and Communication 
Technologies ...
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Citizen Care Front office 
elements

Middleware and Back 
office elements
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2.6 Communication strategy

... Consumer-like communication ...

An important dimension of C3Cat methodology is the adopted communication 
strategy, closer to a more consumer-like strategy than to a conventional “public 
administration” type of institutional communication.

The service offered is based on the highest possible degree of personalization 
and adaptation to the “contact moment”, and as such, it has to incorporate 
certain emotional dimensions.

Regardless of how adequate or well designed a public service is, there is a 
need to make this service appealing, known and (in some cases) its use even 
desired. Although it may sound strange in an eGovernment dimension, it is all 
about selling, not just about communicating. Citizens should be approached 
using the most appropriate communication techniques for them to be in the 
position to appreciate the added value generated on innovative public services 
for their benefit. The use of TV ads, radio messages and massive media 
communication campaigns are thus, a principal component in the deploying of 
public services. And their budget should be incorporated into the investment 
needed to successfully implement these services.

Adhered to interactions, service delivery 
as a supporting mechanism

The best opportunities for transfering communication messages and activating 
the dissemination campaigns are the moments in which those service are used 
or accessed. For the same reason that the “contact moments” also provide 
the best opportunity for understanding citizens needs and grasping ideas and 
requirements for new or improved services.

As a consequence, the delivery mechanisms of the developed public services 
should also allow for accommodating the transfer of direct or transversal 
communications campaigns.
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InfoCatalunya: free quarterly public service 
publication distributed to all homes
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TV campaigns of public services

012 - permanent 24-hour 
service: 012 is the public 
information line for requesting 
information and processing 
procedures

Extending unemployment 
period

Libraries:Free borrowing card 
for use at more than 300 
public libraries

Benefits for young people Information and services 
in New City of Justice of 
Barcelona and Hospitalet de 
Llobregat

Vocational qualification: 
Training options for 
young people without 
ESO qualifications (GCSE 
equivalent).
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Loans for young people to 
move out 

Information about work-
related matters 

Tools to help during 
recession: Work, 
occupational training, 
business skills, loans, 
guarantees, assistance...

Benefits and assistance for 
families and children  

Telephonic and web 
information services about 
pandemic flu 

Traffic information to your 
mobile phone 

Prime time broadcasting 
at public TV channel
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... Cross-selling and up-selling 
are possible ...

One of the characteristics of a Citizen-Care-Centric approach is of a more proactive 
rather than reactive strategy. The “contact moments” when a citizen is using or gaining 
access to a public service also makes room for offering or suggesting related services 
or linking more complex sequences of services, of which the citizen has not always the 
needed information.

The incorporation of these functionalities is only possible when public services could 
be designed and built with the embedded behaviour in mind, and in this sense, the 
availability of enhanced production competences configures another layer of additional 
added value for the citizens and for the public administration.

Evolution of subscribers to gencat newsletters (2010)

January April July
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180,000
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The adopted industrialized approach for the production of public services 
implies the need to enable the “production plant” with all required “production 
tools”, typically all those production components needed to make the 
production of services possible or more efficient.

As such, C3Cat have defined the existence of C3Cat Labs, a production-
enabling workshop, serving the service factory. Any identified production need 
is transferred to C3Cat Labs for its rigorous analysis that should result in the 
selection and adoption among the existing market alternatives. 

In those cases where no alternative exists, the tools are developed and made 
available in equal conditions, in most cases using Open Source Software 
which, in turn, is also made available to third parties under GPL or Creative 
Commons conditions. 

The development of tools for which no alternative was found on the market 
allowed for the implementation of innovative concepts, which are applied at 
the main “public service production plant” (the Shared Service Centre) and 
in the rest of the satellite implementations. When new tools are developed 
in satellite factories, they are submitted to the central repository for their 
incorporation, thus being available for the entire organisation. 

... The concept of C3Cat Workshop ...



C3Cat Toolkit

69

... Components 
of the C3Cat Toolkit ...

1. Internet general services
- GECO: corporate content management system 
- BIG: corporate media and image database
- gencat Search Engine: corporate Google-based 
  search engine
- gencat Newsletters: newsletters management and 
  sending tool 
- gencat Blogs: customised Wordpress-based 
  application
- gencat Forms: online data collection application

 
2. Virtual Citizen Care Office
- Citizen Care Information System: content database 
  connected and integrated with corporate websites 
  and multichannel services
- Database of Public Facilities: database of schools, 
  health centres, police stations, sport centres, all over 
  Catalonia, etc
- Generic services: procedure start system, 
  identification and authentication services, digital   
  appointments, citizens and companies personal 
  folders, registrations, contact centre, notifications, 
  user comments and complaint forms

3. Mobilizing and supporting 
practitioners
- e-Catalunya: collaborative platform for communities 
  of practice (CoP) 
- GECOpedia: content management system tips 
  and tricks
- GECO internal helpdesk: information, service 
  ticketing and mailing list

- gencat helpdesk: scoreboard for works in progress
- Applications guide
- GENCATpèdia
- GSITpèdia

4. Metrics and quality
measurement tools
- Gencat Analytics 
- Gencat business intelligence
- Call centre business intelligence tool
- Alerts for web traffic and call centre picks and       
  incidents
- Mobility Framework (MF)
- Usability Test: gencat home, search engine and 
OVT

5. Telephony services
- Contact Centre 012:
- Call prompting
- ACD (Automatic Call Distributor)
- CTI (Computer Telephony Integration)
- TTS (Text to Speech)
- IVR (Interactive Voice Response)
- Personalised operator services
- Record and quality calls system
- Mobile services: SMS and integration database
- Virtual agent

6. Cartography
- Street maps of Catalonia, satellite images and   
  scaling maps

7. New services (testing phase)
- T - Government (TDT services)
- Gencat 3D (Open Simulation platform)
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Specialized 
services 

General 
services

Increasing number of portals 

In
cr

ea
si

ng
 n

um
b

er
 o

f 
se

rv
ic

es

GECO

PORTAL 1
PORTAL 2

PORTAL 4 PORTAL 5

Shared services platform

PORTAL 3

3.1 Internet general services

Geco: corporate content 
management system



C3Cat Toolkit

71

Internal
editor

External 
sources

Information 
system

Internal
editor

Internal
editor

External
editor

PORTAL 1 PORTAL 2 PORTAL 3

Contents management central node



C3Cat Toolkit

72

GECO

GENCAT.CAT

GENERALITAT DE CATALUNYA

Citizens

Internal 
users

Documentalists

BIG: Corporate media 
and image database
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gencat Search Engine:  
corporate Google-based search engine
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gencat Newsletters: Newsletter 
managament and sending tool
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How does it 
make it?

B
lo

c 
N

B
lo

c 
3

B
lo

c 
1

B
lo

c 
2

gencat Blogs: customised 
Wordpress-based application
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gencat forms: online data 
collection application



C3Cat Toolkit

81



C3Cat Toolkit

82

3.2 Virtual Citizen Care Office 

Citizen Care Information System (SAC): 
content database connected and
integrated with corporate websites
and multichannel services. 
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Citizen care agent portal
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Database of Public Facilities: 
database of schools, health centres, 
police stations, sport centres, all over 
Catalonia etc.
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Generic services: procedure start system, 
identification and authentication services, 
digital appointments, citizens’ and companies’ 
personal folders, registrations, contact centre, 
notifications, user comments and complaint 
forms
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Virtual Citizens Care Office Generic services

Health department
BackOffice

Education department
BackOffice BackOffice

Procedures engines

Inici tràmit
eFormulari, Identificació i 
autentificació
Registre general, validacions, 
pagament...

CRM engines

Prestacions complementaries
(Gestor de contactes, perfil, cita prèvia, 
inscripcions,
Queixes i Suggeriments, notificacions, IVR

Corporative data bases
SAC, SAC+, GIS, BBDDCC, 
BIG, Tràmits, Organismes, Equipa-
mentsAgenda, Imatges, Ciutadans, 
Geocode

Search engines
Eines de localització
Llenguatge natural, Claus, 
Temes, guies..

Ciutadania / Empreses

API

Canals Portal gencat  /  Portal OVT  / Portal Departamental  / 012  / Revista  / eCatalunya / 
OAC / OGE / Correu electrònic / Correu convencional / SMS... Llenguatge natural, Claus, Temes, guies..

Interoperatibility

GENCAT.CAT TDT
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3.3 Mobilizing and supporting practitioners

e-Catalunya: collaborative platform for 
communities of practice (CoP) 

Government of Catalonia

Traditional web model

Departments

Government of Catalonia

Relational web model 2.0

Departments

Department web 
space

Practice 
communities

Citizens and 
Professionals
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polls

Schedule

Pictures albums

Files container
Blocs

Forum

Wikis

Mailing lists

Main e-Catalunya internal tools
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GECOpedia: content management 
system tips and tricks
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GECO Internal Helpdesk: information, 
ticketing and mailing list
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gencat helpdesk: 
scoreboard for works in progress
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3.4 Metrics and quality measurement tools

Alerts for web traffic and call centre 
picks and incidences 
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GENCAT.CAT

Usuaris gencat Usuaris eina

Navegació

Comptatge

Històrics
BBDD

accessos
Servidor

d’informes

gencat Analytics
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gencat business intelligence 
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Contact centre business intelligence tool
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3.5 Telephony services:

Contact Centre 012: 

:: Call prompting
:: ACD (Automatic Call Distributor)
:: CTI (Computer Telephony Integration)
:: TTS (Text to Speech)
:: IVR (Interactive Voice Response) 
:: Personalised operator services
:: Record and quality 
   calls system
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Exemple: Families grants campaign
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IVR

IVR

IVR

IVR

2004 2005 2006 2007 2008 2009

50%

100%

0%

www

SMS
Número sorteig

IVR

Exemple: summer activities for children
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Telephony and Internet procedure 
for the unemployed:

January  April

January  April

b
ef

or
e 

2
0

0
9

2
0

0
9

1 H

2’

2’

3 H

60% 60%

Online validation (web and 012) 
of the quarterly  unemployed subsidy
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Mobile services: SMS and aplications
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3.6 Cartography

Streets, satellite and different 
scale maps of Catalonia
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3.7 New services (testing phase)

T - Government (TDT services)
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gencat 3D (Open Simulation platform)
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C3Cat 
products 

Chapter 4



C3Cat products

110

The outcome of the application of the C3Cat 
methodology is basically an impressive 
number of new or improved public services, 
which have been made accessible to the 
citizens under a well-defined multichannel 
and multimodal strategy. 

In order to provide an illustrative overview, 
some of those services are briefly described 
in a common format, whilst a more complete 
list of the overall portfolio is provided in 
section 4.2.

The examples provided have been organized 
along the following taxonomy:
1. Integration, interoperability and 
multichannel services
2. Transparency
3. Accessibility
4. Personalization and target specific 
products
5.Participation & 2.0 estrategies

4.1 Some relevant examples

1. Integration, interoperability  
and multichannel services

Virtual Citizen Care Office (OVT)• 
Public Procurement• 
My personal Folder at Virtual Citizen Care • 
Office (OVT)
My Personal Health Folder (Testing Phase)• 
Education registration campaign• 
Children’s inscription for summer activities • 
Registration by telephony and Internet
Mobile portals:• 

Traffic: information on cameras, traffic • 
incidences and recomendations
Resources: geocoding of cultural, health, • 
sport and administrative resources
Short distance trains:  timetables  • 
and itineraries, network incidences
“Mou-te” (“Move!”) Web: itineraries  • 
and timetables of public transportation

Telephony procedures for unemployed people• 
Generalitat Girona• 
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2. Transparency
Website “Construïm” on public works • 
(geocoded)
Official Journal• 
Publications website• 
Catalonia facts and figures• 
Immigration Reception  guide• 
Presidential website• 
Press website• 
European Union Secretariat website• 
Information about Health System  • 
in 9 languages
Development plans since 1985 • 
Government actions and plans• 
Government agreements• 
Budget, salaries and opinion studies• 
Who is Who database and organizational chart • 
(15,000 registers)
Inheritances• 
Guide on good practices• 
Website “Water in Real Time” (water, droughts, • 
pluviometry and state of reservoirs)

3. Accessibility
26,000 facilities in Catalonia (schools, health • 
centres, sports centres, police  stations, 
theatres, etc...)
Multilingualism portal• 
Accessible Catalonia Street guide  • 
Accessibility Guide• 
“Monogràfics” website• 
“Webs A-Z” (access to 346 websites)• 
gencat search engine: 1,500,000 documents • 
indexed
Logos and institutional image website• 
Automatic translator• 
Contact the Generalitat• 
Clicat Cultura• 
Clicat “Espais naturals”• 

4. Personalisation and specific 
targeted products

Newsletters• 
RSS gencat (Get the latest news from gencat • 
on your RSS feed reader)
Indicators widget (Official statistics of • 
Catalonia) 
The Government of Catalonia’s widgets• 
Search employment: specialized site for • 
unemployed people
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Flu microsite • 
Tools to help during recession microsite• 
Education Portal• 
Youth Portal • 
Administrative body for young people• 
Culture and Media Portal• 
Libraries Portal • 
Catalan Language Portal• 
Mushroom season information site• 
Cultural Heritage Portal• 
Presidential Department• 
Vicepresidential Departament• 
Agriculture, Food and Rural Action Portal• 
Meteorological Service of Catalonia• 
Justice Portal• 
Health Portal• 
Governance and Public Administration Portal• 
Society and Citizenship Portal• 
Internal affairs, Institutional Relations and • 
Citizen Participation Portal
Subscriptions 18 year-olds• 
Town-country planning and public works Portal• 
Economy and Finance Portal• 
Environment and Housing Portal• 
Employment Portal• 
Innovation, Universities and Companies Portal• 
Catalonia Information Centre (Palau Robert)• 
Information Society Portal• 
Mobility and Transport Portal• 

“Mou-te”: Travelling around Catalunya on • 
Public Transport
Learning Catalan online (Parla.cat)• 
Short distance train services Portal• 
Climate Change specialized site• 
Catalan Development Cooperation Agency• 
Catalonian Public Administration School• 
“Parcs de Catalunya” Portal• 
Catalan Traffic Service• 
Social responsibility in Catalonia• 
Catalan Waste Agency• 
Finempresa• 
Catalunya for non residents• 
Culturcat: Catalan culture spacialized site• 
eSalut• 
Sagrera junction• 
Alba Syncrotron• 
Time management• 
Summer website• 
Sant Joan Eve• 
Blanquerna Prize• 
Sant Jordi• 
National Day of Catalonia• 
Gold Medal of the Generalitat of Catalonia• 
Sant Jordi Dintinction• 
Margalef Prize• 
President Macià medals• 
Catalunya Prize (PIC)• 
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5. Participation & 2.0 strategies
gencat open data• 
Social networks gencat• 
e-Catalunya Portals • 
(1,788 groups, 22,964 users)
Citizen Care• 
Community of Practice• 
e-Catalunya: experiences • 
Neighbourhoods with projects
e-Catalunya: experiences • 
e-community for development cooperation
e-Catalunya: experiences • 
Health Participation
gencat Youtube channels (15)• 
gencat slideshare profile (6 accounts)• 
gencat twitter profile (22 accounts)• 
gencat delicious profile (11 accounts)• 
gencat linkedin profile• 
Facebook (27 groups) • 
www.facebook.com/gencat
gencat Blogs (21)•	

AQU Catalunya (Catalan University Quality • 
Assurance Agency)
Arts Santa Mònica• 
Libraries• 
Catalonia at Expo Shanghai  • 

Science & Arts Santa Mònica• 
Consumption• 
Debate on democratic quality • 
DGAP (Governance and Public • 
Administration Blog)
Housing/Cat Exhibition • 
Knowledge management. “We share” • 
(“Compartim”) programme. Ministry of 
Justice 
ICIP (International Catalan Institute for • 
Peace)
Museum information • 
Informació Juvenil Trobada 2009.cat. (Blog • 
for young people)
Catalan literature Institute• 
PDIA (Plan for Children and Youth of • 
Catalonia) 
PTOP (Town and country planning and Public • 
Works) 
Tomba que gira. Blog of the Popular Culture • 
Institute 
Employment• 
Education• 
Tastum. Fòrum Agro-forum of Catalonia • 
6th National Congress of the elderly people • 



C3Cat products

114

1. Integration, interoperability and multichannel services

Virtual Citizen Care Office (OVT)
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Public Procurement
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My personal Folder at Virtual
Citizen Care Office (OVT)
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My Personal Health Folder (Testing Phase)
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Education registration campaign
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Children’s inscription for summer activities
Registration by telephony and Internet
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iPhone Applications
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Mobile traffic information portal
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Mobile portal on short distance train services
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Mobile portal for searching resources

(26,000 geocodes resources:
hospitals, schools, libraries, etc.)
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Mobile portal “Mou-te”:
searching routes in public transport and incidences



C3Cat products

125

Telephony procedures for unemployed people
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Meteorological Service of Catalonia
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Generalitat Girona
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Subscriptions 18 year-olds
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Traffic service
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Weekend
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Website “Construïm” on public works (geocoded)

2. Transparency
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Official statistics website of Catalonia
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Official Journal
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Publications website
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Catalonia facts and figures
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Immigration Reception  guide
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Presidential website
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Press website
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European Union Secretariat website
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Information about Health System 
in 9 languages
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Development plans since 1985 
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Government actions and plans
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Government agreements
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Budget, salaries and opinion studies
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Who is Who database and organizational chart
(15,000 registers)
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Inheritances
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Guide on good practices
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Website “Water in Real Time”

(water, droughts, pluviometry
and state of reservoirs)



C3Cat products

149

26,000 facilities in Catalonia
 
(schools, health centres, sports centres,
police  stations, theatres, etc...)

3. Accessibility
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Multilingualism portal
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Accessible Catalonia Street guide  
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Accessibility Guide
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“Monogràfics” website
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“Webs A-Z” (access to 346 websites)
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gencat search engine: 
1,500,000 documents indexed



C3Cat products

157

Logos and institutional image website
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Automatic translator



C3Cat products

159

Contact the Generalitat
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Clicat Cultura: 
Catalonia’s cultural multimedia database
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Clicat “Espais naturals”:  
Catalonia’s natural multimedia database
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4. Personalization and target specific products

Newsletters
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RSS gencat
(Get the latest news from gencat on your RSS feed reader)
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Indicators widget 
(Official statistics of Catalonia) 
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The Government of Catalonia’s widgets
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Search employment: 
specialized site for unemployed people
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Flu microsite 
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Tools to help during recession microsite
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Education Portal
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Youth Portal 
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Administrative body for young people



C3Cat products

172

Culture and Media Portal
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Libraries Portal 
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Catalan Language Portal
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Mushroom season information site
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Cultural Heritage Portal
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Presidential Department
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Vicepresidential Departament



C3Cat products

179

Agriculture, Food and Rural Action Portal
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Justice Portal
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Health Portal
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Governance and Public Administration Portal
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Society and Citizenship Portal
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Internal affairs, Institutional Relations
and Citizen Participation Portal
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Town-country planning and public works Portal
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Economy and Finance Portal
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Environment and Housing Portal
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Employment Portal
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Innovation, Universities and Companies Portal
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Catalonia Information Centre (Palau Robert)
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Information Society Portal
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Mobility and Transport Portal
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“Mou-te”:
Travelling around Catalunya on Public Transport
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Learning Catalan online (Parla.cat)
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Short distance train services Portal
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Climate Change specialized site
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Catalan Development Cooperation Agency
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Catalonian Public Administration School
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“Parcs de Catalunya” Portal
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Catalan Traffic Service
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Social responsibility in Catalonia
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Catalan Waste Agency
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Finempresa
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Catalunya for non residents
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Culturcat: Catalan culture spacialized site
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eSalut
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Sagrera junction
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Alba Syncrotron
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Time management
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Summer website
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Sant Joan Eve
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Blanquerna Prize
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Sant Jordi
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National Day of Catalonia
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Gold Medal of the Generalitat of Catalonia
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Sant Jordi Dintinction
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Margalef Prize
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President Macià medals
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Catalunya Prize (PIC)
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5. Participation & 2.0 estrategies

gencat open data
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Social networks gencat
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gencat Blogs (21)
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e-Catalunya Portals
(1,788 groups, 22,964 users)
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Citizen Care
Community of Practice
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e-Catalunya: experiences
Neighbourhoods with projects
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e-Catalunya: experiences
e-community for development cooperation

Virtual work and 
participation space 
for NGO and Catalan 
Government staff 
to prepare the 
cooperation strategy 
for the country. 
Example: Nicaragua.
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e-Catalunya: experiences
Health Participation

Participation 
space for 
professionals:
- medicine
- nursery
- pharmacy
- research
- ...
Debate on 
protocols, 
prescriptions, 
prevention...
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gencat Youtube channels (15)
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gencat slideshare profile (6 accounts)
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gencat twitter profile (22 accounts)
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gencat delicious profile (11 accounts)
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gencat linkedin profile
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Facebook (27 groups)
www.facebook.com/gencat
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4.2 Catalogue of products

List of implemented public services. Upon request, details can be provided on 
any of the outlined services.

1. gencat, Portal de la Generalitat de Catalunya
Govern de Catalunya
http://www.gencat.cat
2. Accés a la universitat 
Departament d’Innovació, Universitats i Empresa
http://accesnet.gencat.net
3. Acord estratègic per a la internacionalització, 
la qualitat de l’ocupació i la competitivitat de 
l’economia catalana
Departament d’Economia i Finances
http://www.acordestrategic.cat
4. acTIC: Acreditació de competències en 
tecnologies de la informació i la comunicació
Departament de Governació i Administracions Públiques
http://actic.gencat.cat
5. Administració de Justícia de Catalunya (Adjucat)
Departament de Justícia
http://www.gencat.cat/justicia/administracio_justicia/
6. Administració, Promoció i Gestió, SA (ADIGSA)
Departament de Medi Ambient i Habitatge
http://www.adigsa.cat
7. Aeroports i transport aeri de Catalunya
Departament de Política Territorial i Obres Públiques
http://www10.gencat.cat/ptop/AppJava/cat/aerotrans/
index.jsp
8. Agència Catalana de Cooperació al 
Desenvolupament

Departament de la Vicepresidència
http://www.gencat.cat/cooperacioexterior/cooperacio/
9. Agència de suport a l’empresa catalana (ACC1Ó)
Departament d’Innovació, Universitats i Empresa
http://www.acc10.cat
10. Agència Catalana de la Joventut
Departament d’Acció Social i Ciutadania
http://www.acjoventut.cat
11. Agència Catalana de l’Aigua (ACA)
Departament de Medi Ambient i Habitatge
http://www.gencat.cat/aca/
12. Agència Catalana de Seguretat Alimentària
Departament de Salut
http://www.gencat.cat/salut/acsa/
13. Agència Catalana del Consum (ACC)
Departament d’Economia i Finances
http://www.consum.cat/
15. Canal temàtic: Societat de la Informació
Departament de Governació i Administracions Públiques
http://www.gencat.cat/societatdelainformacio/
16. Catàleg de llibres de text i manuals universitaris 
en català
Departament d’Innovació, Universitats i Empresa
http://www.gencat.cat/diue/universitats/manuals
17. Catalunya Connecta
Departament de Governació i Administracions Públiques
http://www.catalunyaconnecta.cat
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18. Catalunya sota els efectes de la sequera
Departament de Medi Ambient i Habitatge
http://sequera.gencat.cat
19. CatSalut, Servei Català de la Salut
Departament de Salut
http://www.gencat.cat/catsalut/
20. Centre Català del Reciclatge (CCR)
Departament de Medi Ambient i Habitatge
http://www.arc.cat/ca/ccr/
21. Delegació del Govern de la Generalitat a Madrid
Departament de la Presidència
http://www.gencat.cat/delegaciomadrid/
22. Departament d’Acció Social i Ciutadania
Departament d’Acció Social i Ciutadania
http://www.gencat.cat/benestar/
23. Departament d’Agricultura, Alimentació i Acció 
Rural
Departament d’Agricultura, Alimentació i Acció Rural
http://www.gencat.cat/darp/
24. Departament de Cultura i Mitjans de Comunicació
Departament de Cultura i Mitjans de Comunicació
http://www.gencat.cat/cultura/
25. Departament de Governació i Administracions 
Públiques
Departament de Governació i Administracions Públiques
http://www.gencat.cat/governacio-ap/
26. Departament de Justícia
Departament de Justícia
http://www.gencat.cat/justicia/
27. Departament de la Presidència
Departament de la Presidència
http://www.gencat.cat/presidencia/
28. Departament de la Vicepresidència
Departament de la Vicepresidència
http://www.gencat.cat/vicepresidencia/
29. Departament de Medi Ambient i Habitatge
Departament de Medi Ambient i Habitatge

http://mediambient.gencat.cat
30. Departament de Política Territorial i Obres 
Públiques
Departament de Política Territorial i Obres Públiques
http://www.gencat.cat/ptop/
31. Departament de Salut
Departament de Salut
http://www.gencat.cat/salut/
32. Departament de Treball
Departament de Treball
http://www.gencat.cat/treball/
33. Departament d’Economia i Finances
Departament d’Economia i Finances
http://www.gencat.cat/economia/
34. Departament d’Educació
Departament d’Educació
http://www.gencat.cat/educacio/
35. Departament d’Innovació, Universitats i 
Empresa
Departament d’Innovació, Universitats i Empresa
http://www.gencat.cat/diue/
36. e-Catalunya
Departament de la Presidència
http://ecatalunya.gencat.cat 
37. Edu365 
Departament d’Educació
http://www.edu365.cat
38. e-Governance Catalonia Forum
Departament de la Presidència
http://www.gencat.cat/forum-egovernance/
39. Eines contra la crisi
Departament de la Presidència
http://einescontralacrisi.gencat.cat
40. Entitat Autònoma del Diari Oficial i de 
Publicacions (EADOP)
Departament de la Presidència
http://www.gencat.cat/dogc



C3Cat products

236

41. Equipaments, Cercador d’equipaments 
de Catalunya
Departament de la Presidència
http://www.gencat.cat/equipaments
42. Escola d’Administració Pública de 
Catalunya (EAPC)
Departament de Governació i Administracions Públiques
http://www.eapc.cat
43. Escola de Sobreestants d’Obres Públiques
Departament de Política Territorial i Obres Públiques
http://www10.gencat.cat/ptop/AppJava/cat/
departament/entitats/sobreestants/index.jsp
44. Estudiar a les Universitats de Catalunya
Departament d’Innovació, Universitats i Empresa
http://www.estudiaracatalunya.net
45. Feina Activa. El portal de les ofertes de feina
Departament de Treball
http://feinaactiva.gencat.cat
46. Ferrocarrils de la Generalitat de Catalunya (FGC)
Departament de Política Territorial i Obres Públiques
http://www.fgc.cat
47. Filmoteca de Catalunya 
Departament de Cultura i Mitjans de Comunicació
http://www.gencat.cat/cultura/filmoteca/
48. Finempresa, Portal del finançament per a 
empreses i emprenedors
Departament d’Economia i Finances
http://www.gencat.cat/finempresa/
49. Forestal Catalana, SA
Departament de Medi Ambient i Habitatge
http://mediambient.gencat.cat/cat/forestal_catalana/
50. Funció Pública
Departament de Governació i Administracions Públiques
http://www.gencat.cat/governacio-ap/administracio/
51. Gabinet Jurídic de la Generalitat de Catalunya
Departament de la Presidència
http://www.gencat.cat/presidencia/gjgc/

52. Gastroteca
Departament d’Innovació, Universitats i Empresa
http://www.gastroteca.cat
53. gencat dades (xifres estadístiques sobre 
Catalunya)
Departament de la Presidència
http://www.gencat.cat/gencat_dades/
54. Gestió de Serveis Sanitaris (GSS)
Departament de Salut
http://www.gss.cat
55. Grip A
Departament de Salut
http://gripa.gencat.cat
56. Guia d’acollida a Catalunya
Departament d’Acció Social i Ciutadania
http://acollida.gencat.cat
57. Guia de Catalunya
Departament de Política Territorial i Obres Públiques
http://www.gencat.cat/guia
58. Hipermapa, Atles electrònic de Catalunya
Departament de Política Territorial i Obres Públiques
http://www10.gencat.cat/ptop/AppJava/cat/
actuacions/territori/hipermapa.jsp
59. InfoCatalunya
Departament de la Presidència
http://www.gencat.cat/generalitat/cat/govern/
infocatalunya/
60. Inicia: per la creació d’empreses
Departament de Treball
http://inicia.gencat.cat
61. Innovació Democràtica i Govern Local de 
Catalunya (IDIGOL)
Departament d’Interior, Relacions Institucionals i 
Participació
http://www16.gencat.cat/idigol/cat/main.htm
62. Inspecció Tècnica de Vehicles (ITV) 
Departament d’Innovació, Universitats i Empresa
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http://www.gencat.cat/itv/
63. Institució de les Lletres Catalanes (ILC)
Departament de Cultura i Mitjans de Comunicació
http://www.gencat.cat/cultura/ilc/
64. Institut Català de la Salut (ICS) 
Departament de Salut
http://www.gencat.cat/ics/
65. Institut Català de la Vinya i el Vi (INCAVI) 
Departament d’Agricultura, Alimentació i Acció Rural
http://www.incavi.gencat.cat
66. Institut Català de l’Acolliment i de 
l’Adopció (ICAA)
Departament d’Acció Social i Ciutadania
http://www.gencat.cat/benestar/icaa/
67. Institut Català de les Dones (ICD)
Departament d’Acció Social i Ciutadania
http://www.gencat.cat/icdones/
68. Jove.cat
Departament d’Acció Social i Ciutadania
http://www.jove.cat
69. Junta Consultiva de Contractació 
Administrativa (JCCA)
Departament d’Economia i Finances
http://www.gencat.cat/economia/jcca/
70. L9. La nova línia de la xarxa de metro
Departament de Política Territorial i Obres Públiques
http://www.gencat.cat/L9/
71. La revolució dels petits gestos
Departament d’Interior, Relacions Institucionals i 
Participació
http://www.gencat.cat/larevoluciodelspetitsgestos
72. Linguamón. Casa de les Llengües
Departament de la Vicepresidència
http://www.linguamon.cat
73. Llei d’Educació de Catalunya
Departament d’Educació
http://www.gencat.cat/educacio/lleieducacio/cat/

74. Llengua catalana 
Departament de la Vicepresidència
http://www.gencat.cat/llengua/
75. Mobilitat
Departament de Política Territorial i Obres Públiques
http://www.gencat.cat/mobilitat
76. Mobilitat sostenible i segura
Departament de Medi Ambient i Habitatge
http://www.gencat.cat/mediamb/ea/mobilitat/
77. Mossos d’Esquadra 
Departament d’Interior, Relacions Institucionals i 
Participació
http://www.gencat.cat/mossos/
78. Multilingüisme als webs d’empresa
Departament de la Vicepresidència
http://www.gencat.cat/websmultiling/
79. Municat, municipis i comarques de Catalunya
Departament de Governació i Administracions Públiques
http://www.municat.net
80. Nou model de finançament
Departament de la Presidència
http://www.gencat.cat/noumodel/
81. Noves SL, Revista de Sociolingüística
Departament de la Vicepresidència
http://www6.gencat.cat/llengcat/noves/
82. Observatori Català de la Mobilitat
Departament de Política Territorial i Obres Públiques
http://www10.gencat.cat/ptop/AppJava/cat/arees/
mobilitat/observatorimobilitat/index.jsp
83. Observatori de la Infància i l’Adolescència de 
Catalunya 
Departament d’Acció Social i Ciutadania
http://www.gencat.cat/benestar/oiac/
84. Observatori del Treball
Departament de Treball
http://www20.gencat.cat/portal/site/observatoritreball
85. Oficina Catalana del Canvi Climàtic
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Departament de Medi Ambient i Habitatge
http://mediambient.gencat.cat/cat/el_medi/C_climatic/
inici.jsp
86. Oficina de Gestió Empresarial (OGE)
Departament d’Innovació, Universitats i Empresa
http://www.gencat.cat/oge/
87. Oposicions: convocatòries de l’oferta 
pública de feina
Departament de la Presidència
http://www.gencat.cat/oposicions/
88. Optimot. Consultes lingüístiques
Departament de la Vicepresidència
http://optimot.gencat.cat
89. Organització Catalana de Transplantaments (OCATT)
Departament de Salut
http://www10.gencat.cat/catsalut/ocatt/ca/htm/
90. Palau Robert, Centre d’Informació de Catalunya
Departament de la Presidència
http://www.gencat.cat/palaurobert/
91. Parcs de Catalunya 
Departament de Medi Ambient i Habitatge
http://mediambient.gencat.cat/cat/el_medi/
parcs_de_catalunya/ 
92. Parla.cat
Departament de la Vicepresidència
http://www.parla.cat
93. Patrimoni.gencat
Departament de Cultura i Mitjans de Comunicació
http://patrimoni.gencat.cat
94. Patronat de la Muntanya de Montserrat
Departament de la Presidència
http://muntanyamontserrat.gencat.cat
95. Pensions no contributives (PNC)
Departament d’Acció Social i Ciutadania
http://www3.gencat.cat:81/pnc/
96. Per què no? Campanya de sensibilització sobre 
la realitat LGBT

Departament d’Acció Social i Ciutadania
http://pkno.gencat.cat
97. Pla Renove d’electrodomèstics, calderes i 
aparells d’aire condicionat 2010
Departament d’Economia i Finances
http://www.plarenove2010.cat
98. Plataforma de Serveis de Contractació Pública
Departament d’Economia i Finances
http://contractaciopublica.gencat.cat
99. Plats a la carta, aplicació per redactar cartes 
de restaurant en català i altres llengües
Departament de la Vicepresidència
http://www.gencat.cat/platsalacarta/
100.  Què i per què estudiar a les universitats 
catalanes?
Departament d’Innovació, Universitats i Empresa
http://estudisuniversitaris.gencat.cat
101.  Reg Sistema Segarra-Garrigues, SA (REGSEGA) 
Departament d’Agricultura, Alimentació i Acció Rural
http://www.regsega.cat
102.  Regadius de Catalunya
Departament d’Agricultura, Alimentació i Acció Rural
http://www.regadius.cat
103.  Registre de planejament urbanístic de 
Catalunya (RPUC)
Departament de Política Territorial i Obres Públiques
http://ptop.gencat.cat/rpucportal/
104.  Registre d’Establiments Industrials de 
Catalunya (REIC)
Departament d’Innovació, Universitats i Empresa
http://www.gencat.cat/reic/
105.  Registre Electrònic d’Empreses Licitadores 
(RELI)
Departament d’Economia i Finances
http://reli.gencat.cat
106.  Regs de Catalunya, SA (REGSA) 
Departament d’Agricultura, Alimentació i Acció Rural
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http://www.regsa.cat
107.  Remodelacions Urbanes (REURSA)
Departament de Política Territorial i Obres Públiques
http://www.reursa.cat
109. RuralCat, comunitat virtual agroalimentària i 
del món rural
Departament d’Agricultura, Alimentació i Acció Rural
http://www.ruralcat.net
110. Sala de premsa de la Generalitat de Catalunya
Departament de la Presidència
http://www.gencat.cat/premsa/
111. Secretaria d’Afers Exteriors
Departament de la Vicepresidència
http://www.gencat.cat/afersexteriors/
112. Secretaria de Joventut
Departament d’Acció Social i Ciutadania
http://www.gencat.cat/joventut/
113. Secretaria de Polítiques Familiars i Drets de 
Ciutadania
Departament d’Acció Social i Ciutadania
http://www.gencat.cat/benestar/secretariafamilia/
114. Secretaria de Relacions Institucionals 
i Participació
Departament d’Interior, Relacions Institucionals 
i Participació
http://www.gencat.cat/drip/
115. Secretaria General de l’Esport
Departament de la Vicepresidència
http://www20.gencat.cat/portal/site/sge/
116. Secretaria per a la Unió Europea
Departament de la Presidència
http://www.gencat.cat/unio_europea/
117. Servei Català de Trànsit 
Departament d’Interior, Relacions Institucionals i 
Participació
http://www.gencat.cat/transit/
118. Servei d’Ocupació de Catalunya (SOC) 

Departament de Treball
http://www.oficinadetreball.gencat.cat
119. Servei Interactiu de Mapes Ambientals 
Departament de Medi Ambient i Habitatge
http://sima.gencat.cat
120. Servei Meteorològic de Catalunya (Meteocat)
Departament de Medi Ambient i Habitatge
http://www.meteo.cat
121. Serveis
Departament de la Presidència
http://www.gencat.cat/serveis/
122. Televisió Digital Terrestre a Catalunya (TDT)
Departament de Cultura i Mitjans de Comunicació
http://www.tdt.cat
123. Traductor automàtic
Departament de la Presidència
http://traductor.gencat.cat/
124. Turisme de Catalunya 
Departament d’Innovació, Universitats i Empresa
http://www.catalunyaturisme.com
125. Un món genial (canal temàtic per a infants)
Departament de la Presidència
http://www.gencat.cat/infants/
126. VINCat, Vigilància de les infeccions nosocomials 
als hospitals de Catalunya
Departament de Salut
http://www10.gencat.cat/catsalut/vincat/
127. Voluntariat (Servei Català del Voluntariat)
Departament de Governació i Administracions Públiques
http://www.voluntariat.org
128. Web a web: directori de webs sobre Catalunya
Departament de la Presidència
http://www.gencat.cat/webaweb/
129. Xarxa Associativa i de Voluntariat de Catalunya 
(Xarxanet)
Departament de Governació i Administracions Públiques
http://www.xarxanet.org
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130. Xarxa Òmnia
Departament de Governació i Administracions Públiques
http://www.xarxa-omnia.org
131. Xarxa Telemàtica Educativa de Catalunya (XTEC)
Departament d’Educació
http://www.xtec.cat
132. ecatalunya.gencat.cat-2026.CAT
133. ecatalunya.gencat.cat- 5S Qualitat i millora
134. ecatalunya.gencat.cat- AQU Catalunya
135. ecatalunya.gencat.cat-Administradors
136. ecatalunya.gencat.cat-Agència de Protecció 
de la Salut
137. ecatalunya.gencat.cat-Atenció Ciutadana
138. ecatalunya.gencat.cat-Atenció Primària de 
Barcelona
139. ecatalunya.gencat.cat-Barris amb projectes
140. ecatalunya.gencat.cat-Catalunya exterior
141. ecatalunya.gencat.cat-Cluster Innovació
142. ecatalunya.gencat.cat-Commemoracions
143. ecatalunya.gencat.cat-Comunitat Virtual del 
Servei d’Ocupació de Catalunya
144. ecatalunya.gencat.cat-Consell Nacional de 
Dones de Catalunya
145. ecatalunya.gencat.cat-Consell Nacional de la 
Cultura i de les Arts
146. ecatalunya.gencat.cat-Coordinacio 
Interdepartamental
147. ecatalunya.gencat.cat-Direcció General de 
Planificació i Avaluació
148. ecatalunya.gencat.cat-Directives
149. ecatalunya.gencat.cat-Distribució ECAT 
Platform
150. ecatalunya.gencat.cat--Dursi: Pla de serveis 
i continguts
151. ecatalunya.gencat.cat-E-Comunitat de 
Cooperació al Desenvolupament

152. ecatalunya.gencat.cat-EAPC
153. ecatalunya.gencat.cat-Empresaris comerç futur
154. ecatalunya.gencat.cat-Fòrum del temps 
de Treball
155. ecatalunya.gencat.cat-GTS (Governs 
Territorials de Salut)
156. ecatalunya.gencat.cat-Generalitat Girona
157. ecatalunya.gencat.cat-Gestió Documental 
i Arxius
158. ecatalunya.gencat.cat-Grup de Reflexió 
sobre el futur de la UE
159. ecatalunya.gencat.cat-ICAM
160. ecatalunya.gencat.cat-IDESCAT
161. ecatalunya.gencat.cat-Igualtat i temps de treball
162. ecatalunya.gencat.cat-ecatalunya.gencat.cat-
Institut Català de les Dones
163. ecatalunya.gencat.cat-Internet del Futur
164. ecatalunya.gencat.cat-Llengua catalana
165. ecatalunya.gencat.cat-Participació Salut
166. ecatalunya.gencat.cat-Portal Euroregió 
Pirineus Mediterrània
167. ecatalunya.gencat.cat-Portal Societat del 
Coneixement
168. ecatalunya.gencat.cat-Portal d’Acció Social 
i Ciutadania
169. ecatalunya.gencat.cat-Portal d’Agricultura
170. ecatalunya.gencat.cat-Portal d’Economia i 
Finances
171. ecatalunya.gencat.cat-Portal d’Educació
172. ecatalunya.gencat.cat-Portal de Joventut
173. ecatalunya.gencat.cat-Portal de Justícia
174. ecatalunya.gencat.cat-Portal de Participació 
Ciutadana
175. ecatalunya.gencat.cat-Portal de Patrimoni
176. ecatalunya.gencat.cat -Portal de Sanitat
177. ecatalunya.gencat.cat -Portal de Treball
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178. ecatalunya.gencat.cat -Portal de creació 
d’empreses
179. ecatalunya.gencat.cat -Portal desenvolupament
180. ecatalunya.gencat.cat -Portal i2CAT
181. ecatalunya.gencat.cat -Reducció de barreres 
a l’activitat econòmica
182. ecatalunya.gencat.cat -Regió Sanitària 
Alt Pirineu i Aran
183. ecatalunya.gencat.cat -SITIC Salut
184. ecatalunya.gencat.cat -Secretaria de Relacions
Institucionals i Participació
185. ecatalunya.gencat.cat- Secretaria per a 
la Immigració
186. ecatalunya.gencat.cat -Secretaria per a la 
Unió Europea
187. ecatalunya.gencat.cat -Servei Catàla de Trànsit
188. ecatalunya.gencat.cat -T-Govern
189. ecatalunya.gencat.cat -TICSalut
190. ecatalunya.gencat.cat- Talla amb els mals rotllos
191. ecatalunya.gencat.cat. -Taules de debat del 
Pacte Nacional per a la Recerca i la Innovació
192. ecatalunya.gencat.cat -Unidiscat
193. ecatalunya.gencat.cat -Universitats
194. ecatalunya.gencat.cat. -2026.CAT
195. ecatalunya.gencat.cat -5S Qualitat i millora
196. ecatalunya.gencat.cat. -AQU Catalunya
197. ecatalunya.gencat.cat. -Agència de Protecció 
de la Salut
198. ecatalunya.gencat.cat. -Atenció Ciutadana
199. ecatalunya.gencat.cat -Atenció Primària de 
Barcelona
200. ecatalunya.gencat.cat -Barris amb projectes
201. ecatalunya.gencat.cat -Catalunya exterior
202. ecatalunya.gencat.cat -Cluster Innovació
203. ecatalunya.gencat.cat -Commemoracions
204. ecatalunya.gencat.cat -Comunitat Virtual del 

Servei d’Ocupació de Catalunya
205. ecatalunya.gencat.cat -Consell Nacional de 
Dones de Catalunya
206. ecatalunya.gencat.cat -Consell Nacional de la 
Cultura i de les Arts
207. ecatalunya.gencat.cat -Coordinacio 
Interdepartamental
208. ecatalunya.gencat.cat -Direcció General de 
Planificació i Avaluació
209. ecatalunya.gencat.cat -Directives
210. ecatalunya.gencat.cat -Distribució ECAT 
Platform
211. ecatalunya.gencat.cat -E-Comunitat de 
Cooperació al Desenvolupament
212. ecatalunya.gencat.cat-EAPC
213. ecatalunya.gencat.cat- Empresaris comerç 
futur
214. ecatalunya.gencat.cat -Fòrum del temps de 
Treball
215. ecatalunya.gencat.cat -GTS (Governs 
Territorials de Salut)
216. ecatalunya.gencat.cat -Generalitat Girona
217. ecatalunya.gencat.cat -Gestió Documental i 
Arxius
218. ecatalunya.gencat.cat -Grup de Reflexió sobre 
el futur de la UE
219. ecatalunya.gencat.cat -ICAM
220. ecatalunya.gencat.cat -IDESCAT
221. ecatalunya.gencat.cat -Igualtat i temps 
de treball
222. ecatalunya.gencat.cat -Institut Català de 
les Dones
223. ecatalunya.gencat.cat -Internet del Futur
224. ecatalunya.gencat.cat -Llengua catalana
225. ecatalunya.gencat.cat-Participació Salut
226. ecatalunya.gencat.cat -Portal Euroregió 
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Pirineus Mediterrània
227. ecatalunya.gencat.cat -Portal Societat del 
Coneixement
228. ecatalunya.gencat.cat -Portal d’Acció Social 
i Ciutadania
229. ecatalunya.gencat.cat -Portal d’Agricultura
230. ecatalunya.gencat.cat -Portal d’Economia i 
Finances
231. ecatalunya.gencat.cat -Portal d’Educació
232. ecatalunya.gencat.cat -Portal de Joventut
233. ecatalunya.gencat.cat. Portal de Justícia
234. ecatalunya.gencat.cat -Portal de Participació 
Ciutadana
235. ecatalunya.gencat.cat -Portal de Patrimoni
236. ecatalunya.gencat.cat- Portal de Sanitat
237. ecatalunya.gencat.cat -Portal de Treball
238. ecatalunya.gencat.cat- Portal de creació 
d’empreses
239. ecatalunya.gencat.cat -Portal desenvolupament
240. ecatalunya.gencat.cat -Portal i2CAT
241. ecatalunya.gencat.cat -Reducció de barreres 
a l’activitat econòmica
242. ecatalunya.gencat.cat -Regió Sanitària 
Alt Pirineu i Aran
243. ecatalunya.gencat.cat. -SITIC Salut
244. ecatalunya.gencat.cat -Secretaria de 
Relacions Institucionals i Participació
245. ecatalunya.gencat.cat -Secretaria per 
a la Immigració
246. ecatalunya.gencat.cat -Secretaria per 
a la Unió Europea
247. ecatalunya.gencat.cat -Servei Catàla de Trànsit
248. ecatalunya.gencat.cat -T-Govern
249. ecatalunya.gencat.cat -TICSalut
250. ecatalunya.gencat.cat -Talla amb els 
mals rotllos

251. ecatalunya.gencat.cat -Taules de debat 
del Pacte Nacional per a la Recerca i la Innovació
252. ecatalunya.gencat.cat -Unidiscat
253. ecatalunya.gencat.cat -Universitats
254. ecatalunya.gencat.cat -XBEG Xarxa de 
Biblioteques Especialitzades de la Generalitat
255. ecatalunya.gencat.cat -Xarxa Transversal
256. ecatalunya.gencat.cat -Xarxa de Biblioteques 
del Sistema Sanitari Públic de Catalunya
257. ecatalunya.gencat.cat -e-Difusió Artística
258. ecatalunya.gencat.cat -quèCAT
259. ecatalunya.gencat.cat -Àmbit de Regulació 
Autonòmica
260.  ecatalunya.gencat.cat -XBEG Xarxa de 
Biblioteques Especialitzades de la Generalitat
261. ecatalunya.gencat.cat -Xarxa Transversal
262. ecatalunya.gencat.cat -Xarxa de Biblioteques 
del Sistema Sanitari Públic de Catalunya
263. ecatalunya.gencat.cat.-e-Difusió Artística
264. ecatalunya.gencat.cat-quèCAT
265. ecatalunya.gencat.cat-Àmbit de Regulació 
Autonòmica
266. 5012 SMS estat Trànsit
267. 012 Generalista (11.000 temes)
012 Generalista a especialista
268. ACJ. L’estiu és teu 
269. ACJ. Vacances en família 
270. Acollida matinal AMPAS 
271. Acreditació competències 
272. Acreditació FP 
273. Acreditació recerca 
274. Adquisició turismes ICAEN 
275. Ajuts energètics ICAEN 
276. Ajuts Habitatge
277. Beques AGAUR
278. Campanya forestal bombers
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279. Camps de treball
280. Capacitació transportistes
281. Certificats de català
282. Consellers seguretat
283. Crèdits emancipació joves
284. Cursos conducció  ICAEN
285. Declaració de patrimoni
286. Declaració renda
287. Educació – Borsa interins
288. Eleccions
289. Enquesta de seguretat pública
290. Enquesta demogràfica
291. Escola oficial idiomes EOI
292. Formació Instrumental 
293. Graduat educació secundària
294. Oposicions agents rurals
295. Oposicions auxiliar administratiu
296. Oposicions cossos docents
297. Oposicions cossos especials
298. Oposicions mossos d’esquadra
299. Oposicions serveis penitenciaris
300. PAU
301. PIR. Revisió certificats
302. Pla alfa. Risc incendi
303. Pla renovació calderes ICAEN
304. Pla renovació electrodomèstics ICAEN
305. Preinscripcions CEIP
306. Residències de temps lliure
307. Servei escoles obertes
012 - 2n nivell: atenció especialitzada Ciutadans
308. Agencia catalana de l’aigua
309. Ajuts famílies
310. Apdcat
311. Consum
312. Habitatge
313. Immigració

314. Llei dependència
315. Permisos pesca
316. Permisos caça
317. Relacions laborals
318. Salut laboral
319. Sancions trànsit
320. Soc
321. Tdt
322. Títols nàutics
323. Tributs
324. Turisme
325. Tvc / catalunya ràdio
012 - 2n nivell: atenció especialitzada Empresa
326. Accidents laborals
327. Acc10 (cidem+copca)
328. Conciliacions 
329. Cooperatives 
330. Creditors generalitat
331. Gestió de prohibits
332. Inicia
333. Oge
334. Rea 
335. Reli
336. Targetes transportistes
337. Taxes dgje
338. Empreses de seguretat
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