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Abstract

The paper discusses the necessity of a uniquenginkif all segments of the public
administration and electronic, mobile and inteltigbusiness in her serving. For the first
time we point out that in the implementation of niewhnologies of the public administration
we should not speak separately of e-Government,onefment, i-Government and e-
Service and m-Service but to introduce new unicpt®ns such as: e-m-i-Government and e-
m-Service. We especially emphasize the necessiyumiique approach in the application and
the implementation of new models of electronic, iteohnd intelligent business. We believe
that the time is ripe for the new technologicausiohs should be considered unigque and that
they are no longer considered separately. In thisep we present a new and different
perspective on the use of new technologies in the wf public administration and the serch
for, giving and receiving of services.
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I ntroduction

Service solutions are no longer an optional part tbé strategy of the public
administration but its most essential part. In ore the innovative service solutions to
be created for e-m-i-Government, first it is neeegso answer the following questions:
Which business solutions can contribute the serdmde unique and unforgettable?
Although it is not easy, to be the leader you muf$er to the users a new satisfaction
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and a better service. In making the assessmeris dfuisiness process you need to ask if
they satisfy the needs of the user, not just tdulayin the near and distant future.

What abilities and skills give birth to the newiaittes of the user? This question helps
to define the abilities necessary to satisfy thenties of the user. This decision
determines what the user sees and with what theassees across during the interaction
with the solutions of e-Government, m-Governmet@overnment (e-m-i-Government).
How to structure the administration to become meficient? To which extent the
public administration is itself a service, and tbaw extent the service is relocated to the
service partners for the service cycle to be redd¢ow you deliver your service?

1. em-i-Government is mor e than Technology
Today, the totality ofe-m-i-Government we sense through its three aspect

1. e-m-i-Government is a hew approach and a sykiethe access to the services, data,
information and knowledge of all citizens, legahties and businesses, community
groups and institutions and professionals (joustsli historians, sociologists,
anthropologists, etc.) There will be contained ghevices and information which the
public administration wants to place itself butoathose that the government should
make available even if it is not in the currentifoedl interest.

2. The new e-m-i-Government is a new mechanism deciding WHAT public
administration, state or local should do. The inhmacthe decisions extends to many
more subjects, the service process becomes mdldevend more available to the
public and less susceptible to the narrow pargréetts.

3. It ensures improved service delivery to the auwglrs (citizens and businesses) and
building the necessary infrastructure for perforgriinese tasks.

There are three dominant factors that lead the efajie new economic and technological
revolution: the shift in the service chain of ssdfvice and the personalization, the
appearance of web and mobile services and rapithddmgical development. These are just
some of the reasons why the current and commonofvagrving in the public administration
necessary changes. To succeed in this new envirdnthe public administration must
knowingly enter the next stage of the developmanperiod of permanent changes of the
service solutions for e-m-i-Government and e-m-Betvin the new age it is no longer
primarily a contest between the services but batweehnologies. It will increasingly
monitor the influence and relationship of electoo@), mobile (m) i intelligent service (i).
The true competition consists in the care for th@igal of the traditional service solutions in
a service environment with the growing dominancbusfiness intelligence and e-m-Service.
The challenge facing the present public administnais in the creation, implementation and
in the lasting verification of successful businassdutions for e-m-i-Government. How to
reshape the traditional business solutions intostiiations for e-m-i-Government and e-m-
Service. e-m-i-Government can be a blessing orsediat depends on how you look at it. A
good part of the administrative bodies is not sidfitly active and far-sighted to make good
decisions when it is concerned the focus of thisémgion.

The success of e-m-i-Government depends on how tiellpublic administration makes
decisions while the implementation of businesslligence and e-m-Service pave their own
feet and not trampling with others.
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2. Redesign of the Process and e-m-i-Gover nment

A good part of the project of e-m-i-Government anpiementation of business
intelligence requires some form of reengineeringsefvice processes. The effective
implementation of the new technology depends on ehlésting optimized service
processes. Reengineering the service processasd@sclthe following main activities:
determining the basic service processes, idengfusers that these processes serve and their
expectations and creating detailed high-level diagr that shows how these processes work.
The following table shows the components of thas&s:

Table: Strategy for implementing changes

» Determine the major processes that provide |the

Determine service. Set yourself in the user's position.
The b_aSIC » Extend processes across functional boundaries.
service » To ask questions, "What / If* (eg. What will happén

e-m-Processes|  we change the manner of commission of customer’s
requirements?)

» Determine the main points of agreement with the
user for each process.
Define » Determine the effects associated with each
The effects for e- service process
m- Processes | « Always ask yourself: "Are the ultimate solutions
and users relevant? Does the user ask for something else?
What prevents us to meet or exceed the uger's
expectations?

g

» Determine the main activities and the elements of
each process
» Determine all key activities and key inputs for:

=

Crgate information, data, knowledge or services. Always
A detailed map|  keep in mind the question : Which of these are
of all the crucial to the process?

processes « Identify all the key consequences of each activity.
The entire process is replicated into a high-level
map.

Transormation of the administrative body under thiuence of new technologies and
especially business intelligence is a painful psscdt is easy to go astray on a side road,
move away from the main tasks, go off the track uhe necessary adjustments. Therefore,
changes must be accepted by all,f rom employeeswdnk in the public administration and
those who use its services. To be able to implettenthanges it should:

» Act fast.

» Bring together groups that can manage changeshanthey can enforce the changes.

» Create and communicate a vision of change.

» Employees and users of their services to encoutadeehave in accordance with the
vision.
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* Plan improvements and create short-term successes.
» Every change to promote, and do not stop with ttanges.

Successful transformation strategy of administeatbodies assumes rapid and innovative
changes. The strategy of changes is a top managgobein the administration. This can not
do anyone instead of them or for them. It alsodatis where lies primary responsibility for
the failure and success. Strategic planning is alatays possible to reconcile with the
traditional understanding of planning (long-termregictability, stability). For a modern
administration it is not a question of whether whwuld or shouldn't make changes but what
changes should be implemented prior to and in wigt

Accelerated changes that we are now witnessing atieinistrative bodies receive
differently. In these changes some people will cal the past, others will enter changes with
ensecurity and with fear, some will enter with edahce having a range of plans and goals
that will perhaps turn out to be unfit for the neva. Those who like risk will enter without
thinking, relying on luck and fate. However, thenee those that can be safely said to be
successful in the new era and that will be ablehape the future. At the head of these
administrative bodies are leaders who promote agwkldp an entirely new concept of
thinking and acting based on e-m-i-Government, 8anvice and the implementation of
business intelligence.

Into the changes that the public administration thwagry out also must be installed more
responsibility for providing direct services to tbiéizens. Responsibility and cooperation are
one of the critical factors of computerization.riness, incompetence, lack of knowledge and
resources on the lower levels of administratioerfjive arguments for imposing solutions of
higher levels even when the jurisdiction of the lavexplicitly at the lower levels of
administration. Imposed solutions can become atipemcso that there is a block in the
process of computerization due to the bottle netksgher levels. On the other hand, lower
levels of administration are not sometimes willing-o-operate with the higher levels even in
the cases when they themselves don't have thenasoto solve specific problems and when
such cooperation would be of benefit to them.

3. Integration of Administrative Bodies

The integration of public administration and thestuss the main objective of service
chain management. It can be seen the developmettieomodel in which the public
administration is in focus to the model in whicle tiiser is in focus.

The largest part of the strategy that stands belihad integration of administrative
bodies is focused on reducing costs, better seackeeasier service.

Service chains which operate on the principle efeeand-demand have magical effects
thanks to the miracles of integration. For sucedsdésign of efficient service chains,
quickly constructed, well-susceptible and flexibie which will be embedded business
intelligence we need experienced and skilled manegeaff.

Lack of integration between planning and operatbnhe service chain is expressed in
the following ways:

* Unpredictable level of service for a user,
» Absence of vision of future requirements and tirapact on the service,
* Too many terms in serving.
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Poorly integrated infrastructure of the serviceighaf the public administration creates the

same problems as its absence. Poor integrationeo$ystem means reduced flexibility and
reduced control. The ultimate success of the aditnation depends of its ability to collect

organize and analyse data, and their spreadingyato® service chain appropriately. To

ensure the integration between the participanthénservice chain the administration must
install application to support the business to ntleetneeds of the planning and operation of
the service chain.

Besides the integration of the public administratimoth horizontally and vertically, it is
necessary to integrate technological solutiongfor-Service and business.

3.1 Service Oriented towards the User

The most visible aspect of e-m-i-Government and twyau most identify with e-m-i-
Government is the improvement of service deliverthe customers (citizens and businesses)
and building the necessary infrastructure to camy these tasks. Citizens often see the
services of the public administration as a verywskand time-consuming, inconvenient,
burdensome and complex. Requirements of users aresistent.They have always
appreciated the services of the public administnathat are quick, simple, effective, tailor-
made, safe, reliable.

What's the difference now? The users are much reophisticated and have much higher
expectations. In today’s digital society citizengect from the public administration the

same quality of the service as they receive oritiim the private sector. Citizens expect that
the public administration acts as a successfulnessi organizations. The truth is that the
public administration doesn’t have to fight for ithgervice users and it simply doesn’t have
the competition, and her position is essentialffedent from the market system.

Reasons for significant investment in new technielogre meeting the needs of both parties
— citizens and public administration. Citizens-gsget the most. Quickly and without the
delay they can do their jobs without standing idless lines, get timely service and accurate
information or to do the job for which it is sommatis necessary multi day visitation of
various government institutions. It is also impattdo mention the fact that this way of
managing the state structures is closer to theedtiand he becomes a participant in the
management of state structures.

From the standpoint of the public administratioe thenefit is double — saving and happy
citizens. This enables the public administratiorrébeve pressure on the counters and to
cheapen their services. In addition, people gelyehalve bad experience in dealing with the
administration and any change that effects thetioreaf good relationship with the citizens
gives a picture of something happening in favothef citizens. It should be borne in mind
that every time we facilitate citizens to get seegi we raise their level of expectations.

A mature e-m-i-Government is developing an apprdhahrather "empowers” citizens rather
than to simply "serve” by giving them the right atite opportunity to participate in the
process and not just passively use the servicesy Thove from service facing the
administration to the service facing the citizens.

4. e-m-i-Gover nment e-m-Service

Today the wholeness of e-m-i-Government we do paigpd through the ultimate collection
of projects that must be executed, but primarirptigh its three aspects:

. Source of information and knowledge.
. Expansion of the field of the action of the demagra
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. Improving service delivery.

The task of e-m-i-Government is not simply to eolland process the data, but also the
creation and distribution of essential elementsinbbrmation and knowledge. The new
concept of e-m-i-Governments and e-m-Service shprddide:

. One-time and accurate collection of all relevartadand information at the point of
their creation;

. Storage of the collected data and information eorttoment of their use;

. Circulation of data, information and knowledge whighould enable the right data,
right information and right knowledge to find thezhses in the right place at the
right time;

. Timely processing and timely reporting;

. Making optimal decisions based on the knowledge;

. Use of data and information by predetermined procesiand access rights.

The aim of establishing e-m-i-Government - is that organizational procedures by using the
latest technology enable an efficient system oflectibn, processing and use of data,
information and knowledge of all participants. ltush be provided the same level of
efficiency in coordination among all stakeholdersorder to achieve at least the following
objectives:

* improvement of work of the public administration,

* improvement of technical and technological basis,

* ensuring quality performance of tasks and actisjtie

» timely and quality delivery legally defined obligats,

* increasing the level of information of all staked®is, especially the perpetrator.

The introduction of e-m-i-Government and e-m-Sex\sbould not be limited to automate the
current state and the current way of doing servizesesses but need to offer a new solution
based on the real needs of which fulfillment previdodern technological achievements.

4.1 Characteristic of the New Concept

» There must be a number of different communicatioanoels that allow access to public
services and that are elected by the citizens aisthésses according to their simplicity
and accessability.

» Public services should be organized according ¢ontbeds of their users,ie. the life and
work situations of citizens and businesses andioobrding to the internal organization of
administration bodies.

» Services of the public administration must be futitegrated with each other rather than
an isolated units.

* Users requirements are admitted to the recepti@asaicounters) and are handled
transparantly in the background regardless of timalber of different bodies involved in
the process and the number of different accesaelan

o Citizens and businesses need minimal document&icsubmitt the application and to
satisfy their needs. Any other relevant informatibrihey are in the possession of an
administration are given by communication withine thpublic administration using
integrated services (service chain).

A new concept of e-m-i-Government and e-m-Servegplires that new technology is not
only used as a tool to solve problems but to theesaxtent be the driving force for the
reform and renewal of the public administrationefiéiore, the goal of introducing e-m-i-



International Review of Social Sciences and Hunmesyitvol. 6, No. 2 (2014), 133-140 139

Government must not only be the providing the saathdervices by using new technologies.
The main goal is the radical transformation of thay of functioning of the public
administration by using the immense potential & tiew technology offered today. Along
with the introduction of new technologies it muse lapproached to the substantial
modification of the models of work. Computerizatioh the existing model would only
solidify his position and extend their service dhe goal of automation is to just change the
essence of public administration, to make it simpleen, efficient and oriented towards
citizens.

The quality of work of administrative bodies nowpdads on how successfully they use the
knowledge of employees and how quickly employeeas learn and adopt something new.
Constantly generating new ideas and creating irth@vaervices is a feature of the successful
administrative bodies and this should be part eirthusiness strategy. Such administrations
encourage innovative servicing and this is achiebgdcreating innovative teams and
generating new ideas. Innovation does not comekiyuiand in a short time, so senior
management does not expect great results right butagirect the development of the system
and set the policy.

e-m-i-Government and e-m-Service is a very complexexpensive way of doing business.
The first step is to identify the leaders of theplementation of business intelligence (BI) in
e-m-Government and seeking of the administratiomdministrative organization that sets
itself innovative questions that reshape the ruwésservice delivery. Once the public
administration responds to strategic issues traildrset itself, the result will get a revolution

in serving. By altering questions innovators chatigerules of the game for all participants.
Innovative administrative bodies are trying to wegsh the direction of current service
activities, including the user (by setting it t@is) in a service process, using the advantages
of new technological opportunities. This approaci wrovide the user the satisfaction
(delight) and the public administration more efiti and cheaper service activities.

Well-conceived and implemented digitalization ofvége processes can alter the relationship
between the providers and the users of servicain@@ew questions not only to produce
new answers but again forms a complete range wvitest The question "become intelligent”
is not a luxury but a basic need. This is not tlag v secure a fine shift of the frontier of the
services activities but learning how to becomelligent and at the same time ensure a high
level of quality.

With the development of new technology comes thHenadtion of qualitative, intangible
parameters such as ideas, innovation, intelleatapltal, knowledge, connection with the
users and their satisfaction with the quality avg®. The advantages provided by the use of
new technologies are reflected in an easier anghlemsharing of knowledge within and
outside the public administration.

5. Implementation Challengesin e-m-i-Gover nment, e-m-Service

Security and privacy of data about the citizens asdrs of services: due to the high
sensitivity of data managed, their exchange andgasing in an environment which is not
resolved concerning the safety measures may ldadjirestion the realization but also the
purpose of e-m-Service transformation. While ondhe hand the citizens are offered public
benefits in the form of increased efficiency anigaiveness as well as the possibility of their
serious participation in public affairs on the otlhand it can lead to unimaginable risks of
illegal and undemocratic invasion of privacy. Instiregard, the right to access public
information, which is necessary for effective cogpien between different bodies in sharing
personal data of citizens.
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The discrepancy in the use of new technologies: tthasformation could lead to the
deepening of the digital divide if they do not tadeount of those citizens who do not wish
or are not able to use the new technology. Paradthyj the digital services of the public
administration are not provided to the personstledtito claim the most: the poor, the less
educated, people with particularly sensitive lingited other special needs, and so on. These
are the very groups that have difficulties in aso®s the new devices and digital services.
Public administration must increase the numbereo¥ises that will offer online and must
adapt them to the needs of the users. Online peowidf services will defeat conventional
management especially in the selection of servi8esvice users prefer sites where they are
offered everything under one roof. This guarantselitions that offer great choice of
services in an easy way. The most successful oplinils collect vast amounts of data and
information on the services and make them availableisers whenever they need them.
When the broadband access to internet is everywbeificiently widespread the video
content will become available to a larger numbersefvices, visually the trend of better
information at the moment of obtaining the servicespreading.

Unlike traditional administration, the administaatiwhich is going to operate by the principle
of e-m-Service and is implementing business imgelice into it will eventually be in a
position to personalize the activities of providsgyvices to each individual user.

The trend which now has the most chance in sedetigery is going to be shapen around the
form of mixed structure, a mixture between onlind affline model of business. It will in the
future contain within itself the practice of phyai@nd online business. This form will allow
the administrative bodies who operate in the tiaaitt manner reorientation on online
business while maintaining a certain classical pahusiness. This will allow a quick answer
to the increasing demands of service users.

Choosing the wrong strategy in the implementatibthe solution can result in high costs,
poor quality of service, dissatisfaction of thermaed the issues of efficiency of the service
chain.

This is the time of a shift towards the integrasetutions, personalizations and self-service.
Service users are rapidly transitioning from indual solutions to integrated solutions. They
increasingly require solutions in one place anddamone roof”. Administrations in this
model of providing services must offer a larger bemof services per transaction, more
comfortable and cheaper service. To solve the pmolaf “choice” the users are looking for
intergrated solutions and self-service, becauseaites the process of searching and getting
the services easier.
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