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02.5.1. Description of the initiatives and actions

Information technologies will lead to the conception of new ways of making services and

useful information available to the citizen in digital form, and therefore at minimum cost,

with immediate access, 24 hours a day, making administrative procedures easier to com-

plete and saving citizens and businesses time. In short, the quality of the service provi-

ded by the administrations will be improved. It must also be said that the use of infor-

mation and communication technologies will facilitate and foster the exchange of infor-

mation in ways unknown until now. These transformations mean that deep reflection is

called for concerning the modernisation of working methods and their organisation. In

order to achieve this change, a policy of sensitisation and training of personnel is neces-

sary, in addition to a commitment to change on the part of the administrations.

The area ADMINISTRATION AND SERVICES FOR THE CITIZEN includes all kinds of tele-

matic services provided by public and private entities that are important, on the one

hand, for society (citizens and companies), and, on the other hand, for the exchange of

data and services between the various administrations.

Catalonia on the Network will include the services of all the departments of the

Generalitat (Autonomous Government of Catalonia), the services of local and supralocal

entities, and all those private services that are considered to be of interest to citizens (for

example, the RACC [Royal Catalan Automobile Club], electricity companies and/or other

organisations).

To have easy access to public information, in addition to private information of relevan-

ce to citizens, constitutes an essential prerequisite for the exercise of civic rights, as well

as for the competitiveness of Catalan industry. Therefore, the Administration must act as

a dynamo of change towards a balanced Information Society, in which public sector

information and services are "fundamental to the efficient operation of the domestic mar-

ket and the free circulation of goods, services and people".2

2. Public sector information: a key resource for Europe. Green Book on public sector information in the Information Society COM
(1998) 585, p. 1. 
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Public information on the network: Access to European, national, regional and local public infor-

mation and information of social interest.

Initiative 1

The use of the new technologies, in particular the Internet, facilitates communication bet-

ween the Administration and both citizens and companies. The type of information

requested by citizens is information provided by various public and private entities, and

it is currently dispersed. The organisation and classification of this information with a

specialised search engine will make it easier for citizens to gain access to information

and will offer them a value-added service.

The information available on the network will basically be all the information of a public

nature that the citizen is entitled to request or gain access to, or information in the form

of advisory services, consultation of records, etc. The value and success of this search

engine, which will include information about the array of initiatives undertaken by the

Administration, will depend on whether it is able to compile at least 80% of the informa-

tion (information that will continue to grow gradually) that 80% of citizens need (80/80

information3). Obviously, this concept includes access to fundamental databases

(records, land registry, cartography, etc.), but also information that is essential for day-

to-day life (such as transport, emergencies, disasters, leisure, culture, etc.). In order to

achieve this dynamic provision of information and to ensure the optimum organisation of

civic life, while also keeping the cost low, it will be essential that the information from the

public and private entities is correctly interrelated.

Access to non-administrative information can also be extremely important to company

decision-making processes. An example here is statistical, financial or geographic infor-

mation, which is crucial when deciding upon business strategies or undertaking certain

investments. A lack of information may considerably delay decisions concerning inter-

national operations.4

A greater transparency of public sector information can reinforce the rights conferred within

the European Union by improving the practical conditions in which these are exercised.5

3. 80/80 information is defined as the information that 80% of users seek on 80% of occasions on which they access the service.
4. Green Book. Public sector information: a key resource for Europe, p. 5
5. Green Book on Public sector information COM (1998) 585, p. 3
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Actions:

• Creation of a search engine through which local and remote users may gain

easy access to public interest information. The search engine should have

80% of the content that citizens require in 80% of cases, and access will be

available to:

- The agreements, acts, bye-laws and bulletin boards of the administrations.

- The databases of the Administration. With respect to these, the different regis-

ters will be catalogued as "public domain" or "value-added", according to their

type; such classification will determine whether access to the information is

free or there is an obligation to pay. (For example, land registry, cartography,

property register, etc.)

- The specific portals of the various administrations.

• Constitution of a mixed committee that will monitor and maintain the search engine,

overseeing the quality of the service provided.

• Organisation and presentation of information for companies with:

- Electronic publication of investment planning and electronic procurement (ten-

ders, purchases).

- Integrated electronic publication of key information for businesses: procedure

for creating a business, financial and geographical statistics, etc.

- Establishment of an electronic directory of businesses in Catalonia, along

the lines of the standardised European registers (European Business

Register, EBR).

Agents:

Generalitat (Autonomous Government of Catalonia) , local entities , public and priva-

te collaboration throughout Catalonia, Spain and Europe. 

A key objective when seeking to improve the quality of service provided by the

Administration to citizens and businesses is the improvement of the Administration’s inte-

raction with these citizens and businesses. The latter should be offered electronic access,

The intranets of the Administration: interchange of data between the administrations and pro-

gressive implantation of standards concerning inter-administrative interchange.

Initiative 2
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from any place and at any time, to public information and services, and given the oppor-

tunity to complete, by means of electronic transactions, all the possible administrative

procedures in the exercise of their rights or in compliance with their obligations.

The requirements for this objective to be attained are, firstly, the gradual automation of

processes, beginning with the most frequent procedures and those that affect the grea-

test number of citizens; secondly, a progressive agreement with regard to the use of

agreed formats/standards, and thirdly, standard use of telematics within the administra-

tions. The entire group of telematic services for the citizen constitutes the framework that

will consolidate the Open Administration of Catalonia of the future.

Actions:

• Creation of an office for the standardisation of electronic procedures in the public

sector, and definition of the standards and minimum conditions of access to be

offered to citizens.

• The permanent mixed committee constituted in Initiative 1 will oversee the propo-

sals for the future and the continuous modernisation of the Administration.

• Use of e-mail for circulars and introduction of a standard notification service.

• Prioritisation of electronic procedures (census and residence, payment of contribu-

tions and taxes, etc.) and progressive implementation of these procedures.

• Co-ordination of the use of databases belonging to different administrations. The

commission created in Initiative 1 will ensure that their interoperability is accepted

as a key directive by the various administrations. This action includes the interrela-

tion of data involved in emergency plans.

• Electronic public procurement: Electronic interaction with suppliers.

• Electronic procedures for the creation of businesses to be available at all the admi-

nistrations.

• Progressive automation of processes (advanced procedures) between administra-

tions (progressive computerisation of administrative forms (30% 1st phase, 70%

2nd phase).

Agents:

Generalitat (Autonomous Government of Catalonia) , regional councils , local entities,

private public interest organisations (RACC [Royal Automobile Club of Catalonia], elec-

tricity companies and other public utilities), EC / Catalan Pro-Europe Organisation

(Patronat Català ProEuropa), Ministry of Public Administrations.
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The possibility of using the communication networks, and especially Internet, to com-

plete on-line procedures on the one hand, and the plans to validate communications and

transactions by electronic mail, consultation of registers, etc., on the other hand, deter-

mine the basic needs of legal entities with respect to having electronic identification

mechanisms at their disposal. 

An electronic identification system has been proposed that will include the progressive

implementation of an electronic card for possible multifunctional use (to gain access to

procedures with the Administration, the Health Service, etc.) and the creation of bodies

that will certify or authorise individuals or entities. Electronic identification and authori-

sation is the legal framework that the future Open Administration of Catalonia will have to

provide, and this is planned as one of the initiatives in the area entitled THE FRAME-

WORK OF THE INFORMATION SOCIETY.

This initiative must also include the legal definition for administrative purposes of what

information the citizen is entitled to find on the network, information that the Administration

must therefore provide. It is important to use the considerable resources held in the data-

bases to which only the Administration has access, and a progressive policy of opening

up these databases must be fostered. "The Charter of Citizens’ Rights in the Information

Society" must outline the rights of the citizen concerning access to information.

Identification via Internet - electronic signature - and the authentication procedure will

adhere to the corresponding European standards.

Actions:

• Creation of a Commission responsible for defining and extending the "The Charter

of Citizens’ Rights in the Information Society".

• Launch of a project that will facilitate the establishment of the Open Administration

of Catalonia (authentication and legal framework), integrate authentication, encryp-

tion and, in short, safe procedures, guaranteeing the privacy of communication bet-

ween the citizen or the company and the Administration.

• The electronic signature will be supported by electronic card technologies. Vertical

and horizontal pilot tests will be scheduled.

Access for citizens to electronic procedures: authentication of the citizen’s electronic signature.

Initiative 3
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The electronic card will be phased in for use by the citizen in stages: the first stage will

take the form of a pilot phase in circles within the Administration; the second stage will

extend to larger groups; finally, during a third stage, the card will be distributed to the

entire population.

Agentes:

CSI, LOCALRET , administrations.

The new information and communication technologies not only make it possible to automa-

tically complete routine tasks and reports, but also to phase out the paper medium in favour

of the digital medium, leading to quick and efficient enquiries and searches. The general

implantation of these tools and applications for use with legal procedures will result in the

improved efficiency of the service.

Actions:

• Improvement of the infrastructures in operation.

• Interaction with standards in order to progress towards a flexible interchange of data

in a Web environment.

• Automation of all the legal services.

• Study of the possible introduction of electronic authentication of legal documents and

practices, and proposal of a standard notification service for the purpose of "notifica-

tion" and "summons" to trial. The ultimate aim is to reach the point where the Internet is

used as an additional tool of communication between the judicial system and the citi-

zen. Telematic communication between the judicial system and both citizens and the

judiciary would save considerable time in procedures and would optimise judicial pro-

cedures and internal tasks.

Agents:

Department of Justice , Courts , Police, administrations.

Inclusion of legal procedures in the group of electronic services provided by the Administration.

Initiative 4
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The Corfu report drawn up by the Bangeman Commission identified traffic information sys-

tems and the applications derived from these as one of the areas of application for the cons-

truction of the Information Society. The generation of efficient information relating to the

dynamic conditions of mobility within a territorial area and the spread of this information by

means of all kinds of multimedia technologies can help to improve the conditions in which

the transport networks are used, with the resultant saving of time and social costs. This infor-

mation will make it possible to introduce more efficient management of various economic

activities (such as those associated with fleet management, the handling of emergencies,

environmental co-ordination, the property market, public and private transport, etc). It will

also generate new business opportunities associated with transport information and insti-

gate changes in the behaviour of users, since use of the road network may be rationalised,

as a result of changes in travelling habits and modes of transport.

Geographic information systems represent a strategic resource that must be further deve-

loped. Their application to mobility systems, co-ordination of emergencies, territorial mana-

gement and co-ordination and many other areas make them extremely powerful tools. Data

normally held by the various agents (concerning traffic, accidents, emergency points, etc.)

will be accumulated in a virtual location that is accessible to all. All the agents that provide

information will have equal access to the use of any part of it.

Actions:

• Access of citizens to an integrated mobility and civil defence service.

• Progressive implantation of intelligent management of the information provided by the

various private agents and the administrations, which will include the following:

- Establishment of institutional agreements for the integration of databases.

- Organisation of an integrated management system among the various agents.

- Creation, on the one hand, of an integrated cartographic system of Catalonia for

the use of the administrations, and, on the other hand, of geographic information

systems for the citizen by means of GIS (Geographic Information System), GSM

(digital cellular telephony), SMS (message system). This action also includes car-

tography relating to operational plans in the event of emergency.

In addition to this, there is a need to employ Intranets to co-ordinate the joint use of the data

Mobility issues and management of thematic, territorial and emergency information.

Initiative 5
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held by public and private entities concerned with emergency action, an aspect that is con-

sidered in Initiative 2.

Agents:

Department of Territorial Policy , Catalan Institute of Cartography, Department of

Industry, Trade and Tourism, infrastructure and transport services supply companies,

local entities. 

The use of Information Technologies not only improves the internal operations of an

administration, but also boosts communication between the various agents within admi-

nistrations and their interaction with citizens and businesses. This initiative basically

entails the modernisation of the various Catalan administrations. It should be noted that

the restructuring of public services may require sizeable investments from administrati-

ve bodies at all levels, in addition to a cultural change.

The transformation that the Information Society will bring about in the field of public ser-

vices demands protracted reflection on the modernisation of working methods and on

the organisation of these. In order to instigate this change, a policy of sensitisation and

training of personnel is required, in addition to a commitment to change on the part of

political leaders.

The active participation and involvement of the civil servants will be secured by means

of a plan for continuous training in ICT for all those working in public and private entities

who offer a service to the citizen. Besides the actions conceived to promote the wides-

pread internal use of Information Technologies specified in Initiative 2 (mandatory use of

e-mail, electronic procurement, etc.), the essential actions that seek a commitment to

change on the part of the Administration are as follows:

Training and refresher courses for Administration personnel and citizen support services.

Initiative 6
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Actions:

• Training and refresher courses in ICT for Administration staff.

• Information and direct support for users concerning the use of the Administration’s

public information and services terminals/kiosks.

This direct support will offer an array of possibilities, ranging from an extensive, high-

quality telephone information service for citizens (such as the 010 or 012 services, in

order to reach all those groups of people who are still without access to Internet) to a

direct support service that will perform the tasks of individual guidance in the use of the

electronic information points.

Agents:

Each administrative body or department, and private entities that offer the citizen services.
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• Creation of an office for the standardisation of electronic procedures
in the public sector, and definition of the standards and minimum
conditions of access to be offered to citizens.

• Constitution of a permanent mixed committee to monitor proposals
for the future and to oversee the continuous modernisation of the
Administration.

• Use of e-mail for circulars and introduction of a standard notifica-
tion service.

• Prioritisation of electronic procedures (census and residence, payment
of contributions and taxes, etc.) and their progressive implantation.

• Co-ordination of the use of databases belonging to different admi-
nistrations.

• Electronic public procurement: Electronic interaction with suppliers.
• Electronic procedures for the creation of businesses to be available

at all the administrations.
• Progressive automation of processes (advanced procedures) betwe-

en administrations (progressive computerisation of administrative
forms (30% 1st phase, 70% 2nd phase). 

The intranets of the
Administration: interchange
of data between the adminis-
trations and progressive
implantation of standards
concerning inter-administra-
tive interchange

Generalitat
Regional Councils
Local entities
Private public interest orga-
nisations (RACC, electricity
companies and other public
utilities)
EC/Catalan Pro-Europe
Organisation
Ministry of Public
Administrations

Initiative 2 

• Creation of a search engine through which local and remote users
may gain easy access to public interest information. The search
engine should have 80% of the content that citizens require in 80%
of cases, and access will be available to:

- The agreements, acts, bye-laws and bulletin boards of the admi-
nistrations.

- The databases of the Administration. With respect to these, the
different registers will be catalogued as "public domain" or
"value-added", according to their type; such classification will
determine whether the information is free or there is an obliga-
tion to pay (for example, land registry, cartography, property
register, etc.).

- The specific portals of the various administrations.
• Constitution of a mixed committee that will monitor and maintain the

search engine.
• Organisation and presentation of information for companies with:

- Electronic publication of investment planning and electronic
procurement (tenders, purchases).

- Integrated electronic publication of key information for busines-
ses: procedure for creating a business, financial and geographi-
cal statistics, etc.

- Establishment of an electronic directory of businesses in
Catalonia, along the lines of the standardised European regis-
ters (European Business Register, EBR).

Initiative 1 
Public information on the
network: Access to
European, national, regional
and local public information
and information of social
interest

Generalitat
Local entities
Public and private collabo-
ration throughout Catalonia,
Spain and Europe 

INITIATIVES ACTIONS AGENTS

02.5.2. Chart summarising the initiatives and actions 
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• Improvement of the infrastructures in operation.
• Interaction with electronic data interchange standards.
• Automation of all the legal services.
• Study of the possible telematic recognition of legal documents and

practices, in order to create a standard service for the notification of
citizens and agents in judicial procedures. 

• The Charter of Citizens’ Rights in the Information Society.
• Project to facilitate the establishment of the Open Administration of Catalonia.
• Scheduling of vertical and horizontal pilot tests to gradually introdu-

ce the electronic signature and electronic card to the citizen in sta-
ges: the first stage will take the form of a pilot phase in circles wit-
hin the Administration; the second stage will extend to larger
groups; finally, during a third stage, the card will be distributed to
the entire population.

Access for citizens to electro-
nic transactions: authentica-
tion of the citizen’s electronic
signature

CSI
LOCALRET
Administrations

Initiative 3 

• Access of citizens to an integrated mobility service.
• Progressive implantation of intelligent management of the informa-

tion provided by the various private agents and the administrations,
which will include the following:

- Institutional agreements for the integration of databases.
- An integrated management system among the various agents.
- An integrated cartographic system of Catalonia for the use of

the administrations, and geographic information systems for
the citizen by means of GIS-GSM-SMS.

Mobility and management of
thematic and territorial
information and information
relating to emergencies

Department of Territorial
Policy
Catalan Institute of
Cartography
Department of Industry,
Trade and Tourism
Infrastructure and transport
services supply companies
Local entities

Initiative 5

Inclusion of legal procedures
in the group of electronic
services provided by the
Administration

Department of Justice
Courts
Police 
Administrations

• Training and refresher courses in ICT for civil servants and
Administration staff.

• Information and direct support for users concerning the use of the
Administration’s public information and services terminals/kiosks.

Training and refresher cour-
ses for Administration per-
sonnel and citizen support
services

Each administrative body
or department, and private
entities that offer the citizen
services.

Initiative 6

Initiative 4 
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