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March of the Cities..

CAP Gemini research, 2008



City Benchmarking ïeGovt Score

Bruno Lanvin of INSEAD (2007))



Linear view of e-government evolution



New Flat World óGov 2.0ô Model



The Citizen Service Platform is a solution  

framework which helps public sector 

customers address business challenges by 

accelerating their key Transformation 

Government projects to deliver services to 

citizens more quickly while leveraging 

previous investments.

Overview Summary



Citizen Service Platform Design Concept

1: KEY  GOVERNING CHALLENGES

2: PEOPLE & PROCESSES

3: APPLICATION CAPABILITIES

4: TECHNOLOGY



Key Challenges ïand our Response

Improving 

Customer Service

City of  London, 

Cascais, New Jersey

1

Kingston, Warsaw, 

Derby,  

2

Increasing 

Operational 

Efficiency

Westminster, New 

Jersey, 

3

Compliance & 

Accountability

City of Porto, City of 

Bergen, Barcelona

4

Leveraging the 

power of 

technology

Edinburgh, Zurich, 

Miami, Waterloo, 

Dublin

5

Sustaining the local 

economy ïED SD

7

Caring for the 

Environment  - Mobile, 

P2D

8

Raising Standards in 

Education, WW

10

Delivering Social 

Care, UK 

9

Improving 

Staff 

Productivity

6

UK Counties, Portugal, 

Germany, Spanish 

Data Centres

Local Town 

Hall

Enabling Shared 

Services



People and Processes



Example Citizen Life events



Processes and Services

Level 1 service & outcome structure

Customer Interface

Corporate & Strategic functions

ÅDeliver a joined-up customer experience and ówhole viewô
ÅEnable continuous improvement by encouraging and collecting feedback

Environment
ÅDevelop and maintain aesthetic 

harmony

ÅImprove cleanliness and 

sustainability

ÅMinimise environmental risks to 

health
ÅEnable smooth communications 

and living through modern, reliable 

infrastructure

Population
ÅImprove the skills base, among 

adults and children alike

ÅProvide advice, care and support to 

the needy

ÅDevelop the local cultural, sporting 

and general identity
ÅPromote a sense of community & 

inclusion throughout the population

ÅDevelop prosperity through 

business and tourism

ÅImprove the day-to-day functioning of the municipality and service delivery
ÅManage back office, front office and service delivery teams to optimise the 

customer experience

ÅPromote competitive and fair employment and procurement markets

Organisational Model

Process Library

Process Details



People Competencies



Application Capabilities 



Communications

Search

Citizen portal

Interactive forms

Geographical 

information systems

Intranet portal

Web space

Citizen contact center

Typical Requirements

Case Management

Document and record 

management

Electronic Payment

Dashboards

Balanced Scorecard

Financial Management

Financial reporting



CSP Layers in Detail



Performance Point ï
Performance 
Management

Forefrontï

Security

System Centerï
Server Management

BizTalkï

Integration

WindowsïDesktop 
Services

OCS -
Communications

CSP Products

Citizen 
Service 
Platform



There are currently over 90 partners working with the 

CSP program ranging from Global SIs to niche ISVs

Partners are a key component of the CSP program

Working with Partners who build upon the Microsoft 

Product set and add value to Local and Regional 

Governments

These include both specialist solutions in areas such as 

taxation, and generic solutions such as human workflow

Partner Solutions



Microsoft CSP In Action

Customer Examples



Citizen Service Platform Live Package

Local  Video streams SMS AgentHosted  Websitee- Agent


