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Introduction

Making Madrid a quality city in which to live, work and visit, and offering excellent
municipal services is the priority for the Government of the City of Madrid.

A quality city is one
v which takes citizenship, solidarity and inclusiveness as a reference;

v which has the priority of enabling the development of people and the improvement of
group well-being by being approachable, cohesive and liveable;

v" and one that has a Public Administration whose ultimate aim is m to move closer to
citizens, m to advance towards excellence in the prevision of public services, m to
incorporate information communication technology and m to implement an increasingly
more efficient, transparent and open management culture, in which citizen participation
plays a role in decision making and there is a true correlation between what users expect
and what the municipal institution provides.

For this reason, the City Council of Madrid has launched and developed a series of management
projects, strategies and systems, all of which fall under the umbrella of the comprehensive tool,

the City Council of Madrid Quality Plan, the definition, actions, responsibilities objectives
and indicators of which for the 2015 -2019 period are outlined in this document.
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City Council of Madrid Quality Plan

that guides and unites, with action criteria

based on continuous improvement, it includes all the
initiatives from the different areas within the municipal
organisation that are developed with regards quality,
improvement and innovation to boost the municipal
services and achieve citizen satisfaction.

that should guide all municipal administrative

units to achieve excellence in the provision of public

services, as well as achieving efficient, transparent and open
public management whilst bearing in mind that...
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Quality is a cultural change Measuring quality requires knowing
that advances decidedly in citizens’ perception
Public Administrations by means of consultation and
participation spaces

Knowing what citizens Quality requires effort from
need and expect is the Quality is the result of the everyone in order to exceed
first step towards quality commitment and active citizens’ expectations

participation of everyone

in the organisation
Quality must be

a priority within the

Quality must be management system, just as
incorporated into Quality represents a the budget is
everybody’s shared interest:
normal way of working creating value

Quality is a change from
reactive ways of working when

The management must promote and lead the change faced with problems, to a new
of values, stressing, from the offset, their model focused on anticipation,
commitment to quality innovation and implication

According to the OECD, the conditions that characterise the good performance of public
organisations are: a strong orientation towards citizens, a participative leadership, an
innovative work style and staff involvement

C (ET\:\LIITII;(&OH m M A D RI D



Background to the 2015-2019 Quality Plan

2003 — 2007

In accordance with the commitment
to the citizens of Madrid,

from 2003 a series of quality 2007 -2011

projects started to be designed, Projects launched in the previous stage
approved and launched. In addition the City were consolidated and a new project:
Council of Madrid Quality Plan started to be the Operative Government Plan was
written (in 2006) and edited (in 2007), and defined and launched. When it ended in
the results of 2011, the results achieved were

each of the 16 projects implemented gathered and published.

(activities developed

and data of their initial indicators)
were gathered
and published.

Plan de Calidad del
Ayuntamiento de Madrid
2007-2011

Resultados
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2011 - 2015

The objective remained to continue rolling out
approved quality projects and a new project was
defined and launched: Open Government. This was
composed of 3 different lines of action:m Transparency, :
m Open Data and m Citizen Participation. The degree of |[{lbservatorio
knowledge of the Quality Plan was evaluated (46%) as :
well as the main projects that made it up.

2015-2019 Quality Plan

A new edition of the Quality Plan is made which does not just update the general content
and that regarding the 16 projects included in the previous version, but rather it also gathers
the projects incorporated from then. A new project is added (Clear Communication) and, for
the first time, a forecast of the results that are desired for each of the projects is made. In
addition, a common objective is established to increase the knowledge that all areas of the
City Council have of these projects.

(@t ¥ | MADRID



Objectives

The general objective of the City Council of Madrid’s Quality Plan is to guarantee the
quality of the services provided to citizens and their continuous improvement, achieving
citizens satisfaction and an increasingly more effective, efficient, participative and
transparent public management.

Its specific objectives are:

= To enable citizens to access municipal services and all the information regarding these.

= To provide quality public services, guaranteeing their suitability to the needs and
expectations of those that use them and of society in general.

= To efficiently and effectively manage municipal services in an agile, participative and
transparent way, continuously improving and reporting back to citizens.

= To achieve the entire organisation’s commitment to quality, participation and
transparency.

In addition to these generic objectives of the Quality Plan as a comprehensive instrument,
for each Quality Plan individually considered objectives are established which, with their
development and implementation, aim to achieve a system which enables the results
achieved to be assessed by means of indicators with their respective goals.
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Competencies

Being aware of the importance of having a quality coordination and promotion department
within the organisation, in 2003 the City Council of Madrid created a department to promote
the advance towards quality, the Directorate-General of Quality and Citizen Services, which
since 2015 has been called the Directorate-General of Transparency and Citizen Services.

The different Decrees on competencies passed since then have attributed the competencies
of creating, coordinating and disseminating the City Council of Madrid’s Quality Plan, to
said Directorate-General, as well as competencies in coordination, promotion, guidance and
technical support, organisation and management, prior reports, etc. of many of the projects

that make it up.
It cannot be forgotten, however, that

the implementation of the projects
that make up the Quality Plan, are on
the whole the responsibility of each
and every Unit of the City Council.

Finally, it must be noted that the
Directorate-General promotes the
use of quality tools (improvement
groups, SWOT analysis,
brainstorming, agile tools, etc. ) and it
provides the technical support
necessary to all the Units that so
request.

DISTRITOS
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Madnd 5.A. (MERCAMADRID)
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AREA DE GOBIERNO _
FPORTAVOZ, COORDINACION
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“Madrid, Calle 30, S.A"
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AREA DE GOBIERNO DE
CULTURA Y DEPORTES

| AREA DE GOBIERNO DE MEDIO |__|

E Y MOVILIDAD Empresa Municipal de




Bases and Principles of the Quality Plan

The bases and principles of all quality systems and, consequently, of the City Council of Madrid
Quality Plan are:

Quality requires continuous promotion from the
Quality of services is reached when

citizens are satisfied, thus their needs
must not be responded to
in any way, but rather in line with the
expectations that they have when they
request the provision of a service.

management, which = must act as a true driver that
promotes the change of values; = must display their
commitment with quality; = must participate in the
definition of the quality objectives, both general and
specific ones, as well as their monitoring and
evaluation.

Quality management is a requirement for everyone at
the City Council of Madrid, ensuring that group actions

Need/ - Perception = Citizen have the same objective.

Expectation satisfaction

Quality involves participating and trusting in the capacity of people, both on an individual and group
or team level, and feeling satisfaction with a job well done. Instruments to raise staff awareness and
involve them in the continuous improvement process: = training, as a tool for change,
communication, = dissemination of positive experiences, = participation, = team work, = a
favourable organizational atmosphere, = assuming responsibility, collaborating in decision making
Ci and autonomy.



Quality requires

= effective management, meaning that
proposed objectives are reached. The City
Council’s general objective is, by means of
its management, to produce a positive
impact on the target population. Its
specific objectives are to provide essential
services, ensure general interest,
equitable distribution, protect the
weakest, to be a fair arbitrator in the
logical differences that arise in society, etc.

= efficient management, with the least
effort possible: less time, less material and
human resources, with quality proposals,
etc. The necessary public resources must
be administrated.

= economically, socially and environmentally
responsible management.

‘ Calidad
Evaluacion

Quality involves and enables for things to be
increasingly better and for better results to be
obtained sustainably. For this,

improvements must be implemented.

continuous

should be viewed

Should
be based on the PDCA cycle or the Deming cycle
and its 4 steps: Plan, Do), Check and Act;
requires measurement (that which is not
measured cannot be improved) and the
continuous control of the appropriate
development of work processes.

Continuous improvement:
as a continuous and regular activity;

According to the OECD, the conditions that
characterise the good performance of public
organisations are:

v’ a strong orientation towards citizens
v’ participative leadership

v’ an innovative work style
v

staff implication
& MADRID



Content

The following Quality Projects, instruments, actions and measures that are adopted to boost
the improvement of the organisation and the services provided, achieving citizen satisfaction and an
increasingly more effective and efficient, participative and transparent public management make up
the City Council of Madrid Quality Plan.

Comprehensive Electronic Management by DENE Clear
Citizen Services Administration Processes Protection Communication
|

(OBSERVATORIO DE LA CIUDAD) CITY OBSERVATORY Quality
—  Models —

Strategic Plan Government Service
Plan Charters Excellence
Models

SlEEESHONS Open Government ISO, EN and
and Complaints ’UNE
Transparenc
Perception

KNOWLEDGE MANAGEMENT

AYRE Municipal Exchanging of Experiences
Training in Quality and Good Practice

= Calidad
"_' Evaluacion




Content -> Quality Projects

These projects will now all be described, including: m their regulatory standards, m objectives,
m recipients,

m advantages,

m responsibilities, All the Quality Projects are associated to the same

m description, Strategic Axis:

A DEMOCRATIC, TRANSPARENT AND EFFICIENT
GOVERNMENT

m most relevant
indicator data
And to the Strategic Objective:
m goals/ results

of the 2015-2019 term

(data from 20 June 2017).

To rationally, fairly and transparently manage the City
Council of Madrid.

Eje Estratégico:
UM GOBIERNO DEMOCRATICO, TRANSPARENTE Y EFICAZ

Objetivos Estratégicos asociados al Eje Estratégico:

neluir Ia participacion ciudadana en la toma de decisiones

Alcanzar la autonomia financiera y disefiar una gesfion de los recursos sostenible y equitativa
Gesfionar de forma racional, justa y transparente el Ayuntamiento de Madrid

ntegrar la perspectiva de género en la politica y en la accién municipal

Garantizar €l cumplimiento de las obligaciones intermacionales y europeas en Derechos Humanos, impulzando
Calidad un enfoque transversal en todo el Ambito de actuacion del Ayuntamiento de Madrid
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Comprehensive Citizen Services

Lineamadrid In-Person, Telephone and Internet Channels
-

Citizen Services Telephone 010  Web portal Lineamadrid

Offices (OACs) madrid.es
Linea Madrid @
@Lineamadrid

u Twitter oficial de atencion al ciudadano
del Ayuntamiento de Madrid
AvisosMadrid Q Madrid
Socia| media MObiIe app' & madrid. es/lineamadrid

Information and + services: registration, appointments, citizen
participation, suggestions and complaints, warnings, etc.

Mayoral Decree of 17 January 2005, which regulates the Citizen Services of the City
Council of Madrid

Decree of 14 June 2012 of the Delegate of the Government Department of Finance
and Public Administration, which approves the Instruction regarding the City
Council of Madrid’s participation on social media.

"~ Calidad
Evaluacion

Objectives

Recipients

Advantages

Responsibilities

Description

Indicator
Data
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Comprehensive Citizen Services

Obijectives

-

0 enable citizens to access the services provided by the City
Council of Madrid, expanding and improving the channels
that are available in such a way that, regardless of the
channel used, a standardised service is guaranteed in terms
of the needs and availability, with the same quality of

response.

%

\ 4

natural and legal
persons and other
organisations that are
recipients of

Our raison d'étre

/ CITIZENS, \

Recipients

KMunicipaI Organisation\
Units in Government
Departments, Districts,

\_ Mmunicipal services Autonomous Bodies and

\_ Companies -

"t Calidad
> Evaluacion

A 4

[ Municipal Staff J
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Comprehensive Citizen Services

The DGTYAC (Directorate-General of
Transparency and Citizens Services),
Under-Directorate of Citizens Services is

responsible for

the services, policies and actions related
to citizen services from the City Council of
Madrid. Likewise, it the
telephone 010, the OACs and madrid.es, it
determines the catalogue of Linea Madrid
and it undertakes periodic evaluations

Each unit of the City Council is
for the information provided and the
services and
processes via the different services
channels

YEOM@E ® e

Calidad y
Evaluacion

Bringing the City Council of Madrid
closer to citizens

It provides m complete, valid and up-to-date
information about the City Council of Madrid
and m services, arrangements and procedures,
by means of the different channels

It prevents citizens having to move unnecessarily
to request information and undertake municipal
dealings

It adapts the Municipal Organisation to the
growing needs and demands of the users of the
services channels, giving final responses in all
cases

It consolidates the City Council of Madrid as an
approachable, agile and efficient Administration

It provides a comprehensive and standardised
corporate image that identifies the City Council
of Madrid’s Citizen Services

& MADRID



Comprehensive Citizen Services through the Linea Madrid online
platform involves: e Unique responses ¢ Common manager of

Description |:> content e Integration of corporate applications ¢ unique CRM ¢ Long

opening hours ¢ Appointments and waiting time management e

Multi-purpose staff ¢ Dealings via a single body ¢ Continuous training

@ * Corporate identity e Accessibility ®* Commitment to quality: Service
Charter and Excellence Model ¢ Satisfaction evaluation

( In-Person, Telephone and Internet Channels J ( a{ 500+

Comprehensive Citizen Services

Offices 23 + 3 auxiliary offices = Single telephone line for services, calls charged
Accessibility m Open from 8:30 am to 5:00 at a local rate m 24 x 7 x 365 m Services in
pm (Fridays and August until 2:00 pm)m= languages including Spanish, English and
Appointments m Services in other French

languages as well as Spanish: English, m Accessible for people with hearing
French and others depending on the Qifﬁculties R o o T
Office R ;
m Sign language in all Offices =

Digitalisation of documentation

presented in offices and for the City
Council of Madrid | 7‘

Oficinas de Atencién

S neam
2 Calidad MADRID
> Evaluacion

@ MADRID



Comprehensive Citizen Services

Description

/Internet channel -> madrid.es web portal\

Institutional portal of the City Council of
Madrid m Single platform for managing
content m Virtual assistant m Usability and
accessibility: accessible web pursuant to
the accessibility standard (WAl / W3C) m
Electronic office and electronic registration

Qee Electronic Administration project) /

Portal web del Ayuntamiento de Madrid

Tramites  Actualidad El Ayuntamiento  Distritos

Lo mis visto @ Bolsa de Trabajo. Solicitud de ad...

g "

O,
€% L LA
g Actividad Educacién y gg Emergencias Igualdad
econdémica y ocio y empleo y seguridad entre ambiente
. hacienda deporte mujeres y
- Calidad Y hombres
Evaluacion

-> Social Media

v [

Buscar en Twitter ¢ Tienes cuenta? Iniciar sesion ~

Linea Madrid @ @Lineamadrid - 39 min v
@ Te ofrecemos alternativas... ‘&
Cierre temporal de la oficina de atencién a la ciudadania de Puente de Vallecas
goo.glfjHLguX

I.~:

- — —_—

= [©] mj[nmr

- 1
— =

3 e

Contacto

Multas de circulacion. Infraccion...

% | MADRID

Idioma v Q

Padron Municipal. Alta y cambio d...

Movilidad y
transportes

Servicios
sociales y
salud

Vivienda y
urbanismo

@ MADRID



Comprehensive Citizen Services

Description

IZ> ( The in-person, telephone and internet channels offer: J

1. Information:
regarding m everything
related to the City
Council (organisation,
services it provides,
dependencies,
regulations, etc.), m the
city of Madrid
(facilities, cultural
agenda, events,
infrastructure,
transport, etc.) and

m dependencies of
other administrations
and basic, non-
municipal
administrative
processes

2. Administrative services: related to the census (registering, de-
registering, modifications, confirmation and certification, etc.), taxes
and fees (payment, duplicate invoices, direct debits), culture
(registration, direct debits and payment of workshops), citizen
participation (citizen proposals and queries), mobility (SER
(Regulated Parking Service), APR (Priority Residence Parking) fines,
etc.), social services (Madridmayor elderly citizens card, tele-service,
refugee assistance census, etc.), public roads and the environment
(warnings and requests- bins, cleaning of painting, reparation of

street furniture, etc.)

Appointments: can
be made at the
municipal services.
Confirmation of the
appointment via
email or SMS and

a reminder of the
appointment via

: Calidad

Evaluacion

010

Registration: documents directed to the City
Council and other Public Administrations and
consultation of the corresponding municipal
dependency. It is a single system (2005) with
47 Registration Offices distributed
geographically throughout the city, plus the
electronic registry on the electronic office
(https://sede.madrid.es). By means of the
integration on SIR (intercommunication
system of registers between Public
Administrations), the  digitalisation of
documentation presented was implemented
with the electronic signature



https://sede.madrid.es/

. |j‘> In-Person, Telephone and Internet
Description Channels

Information @

Administration
Appointments
Registration
Suggestions and
Complaints

Suggestions
Information Administration Appointments Registration and
Complaints

Twitter

& Evaluacién B MADRID
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Indicator

Data

Strategy: Bringing the municipal
administration closer to citizens, with
proactiveness and personalisation of services

Comprehensive Citizen Services

2008 (*) 2011 2015 2016
Services Provided
(OACs, 010 and 5,917,952 7,057,374 9,080,210 9,573,318
website)
Satisfaction with
the Linea Madrid 8.05 8.17 8.65 8.5
services

: Calidad

*This is the first year with comprehensive indicators of the 3

channels

> Evaluacion

Goals May
2019

@ MADRID



Comprehensive Citizen Services

Strategy: Bringing the municipal administration closer to
citizens, with proactiveness and personalisation of services

Boosting the Linea Madrid citizen services network | 01/06/2015 30/06/2019
Improvement of
the citizen
services network iti i i .
New waiting t!me manfagernent sy‘stem in the CSOs: 01/04/2016 31/03/2019
information in real time
“Ciudadano 3602” (3609 Citizens): greater
Personalisation personalisation and proactiveness of citizens 01/06/2015 31/03/2019
and services = "mimadrid.es”
proactiveness of
services Gestor Personal Linea Madrid” (Linea Madrid 01/11/2015 30/06/2019
Personal Manager)

Calidad
Evaluacion
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Electronic Administration

| Archivo Edicén Ver Favoritos Herramientas Ayuda

Sede electrénica del Ayuntamiento de Madrid MADRID A Objective

Tramites  Actualidad El Ayuntamiento  Distritos  Contacto Idioma Q

Recipients

Advantages
Ciudadania Empresas Conozca la Sede Publicaciones Oficiales
Lo mas visto (D Padron Municipal. Alta y cambio ..~ Multas de circulacion. Infraccio... ~ Solicitud de admision a pruebas ...
A Y sodssiscriiicn » crasma
at 2D Tramites Description
https://sede.madrid.es A UN CLIC : Indicator

Data

www.madrid.es

Tramitar en linea

Act 39/2015 of 1 October, on the Common Administrative Procedure of Public
Administrations

= Decree of 1 September 2010 of the Delegate of the Government Department
of Finance and Public Administration, which creates the Electronic Office and
C the Electronic Registry of the City Council of Madrid

@ MADRID


https://sede.madrid.es/
http://www.madrid.es/

Electronic Administration

™ Calidad
7" Evaluacion

Obijective

Recipients

-

To boost the electronic workings of the City Council of Madrid
by defining, developing and implementing the basic services
which the City Council of Madrid’s electronic administration
should support.

CITIZENS,
natural and legal persons and other organisations
that are recipients of municipal services

Municipal Organisation Units in
Government Departments, Districts,

> Autonomous Bodies and Companies

Other Public Administrations

[ Municipal Staff J

& MADRID




The DGTYAC (Directorate-General of Transparency and Citizens Services),

Under-Directorate of Electronic Administration
the development of the electronic
administration and citizens’ electronic access to the City Council of
Each unit in the City Council | Madrid; the processes to simplify and standardise administration; and

Electronic Administration

is for the the implementation of electronic signatures in the City Council of
information provided and Madrid and in its relations with citizens.

the processes and The project is developed in collaboration with_IAM (the City Council of
administration incorporated | Madrid’S ICT Agency), which is an autonomous body with regards
into the sede electrénica communication technology and it is responsible for the technological
(electronic office) infrastructure.

It reinforces the Municipal It increases the agility and efficiency
Administration’s closeness to citizens by when processing procedures.
improving the City Council’s channels
and services It makes it more comfortable for

users as they can undertake
administrative services without the
need to physically go to a specific

It improves the exchange of internal office

information, between the different City

Council and external entities, with the It promotes the modernisation of the

other Public Administrations, thus Municipal Administration, making the

facilitating administrative procedures. most of the opportunities that

C = Information Communication
~alidad

Evaluacion TeChnOIOgleS Offer



-

With this project the citizens’ right to electronically interact with Public
Administrations is fulfilled, with full guarantees and legal security. The
instruments needed for citizens to exercise this right are the Sede Electrdnica
(Electronic Office) and the Registro Electrdnico (Electronic Register). The
\_ correct functioning requires:

Description

/

-~

The standardisation and creation of \ / The computerisation of administrative \

Electronic Administration

administrative documents linked to the procedures, whether re-designing, improving
computerised files that are rendered in or adapting existing applications, or
the different phases of the developing new applications. The prior
administrative process — initiation, analysis and simplification of the
K instruction, termination / administrative procedures is needed for the

K correct computerisation. /

®
A

SINOIOVWVTIO3Y A SVIONINIONS

NOIDVAIDILNVd A SIAVAITISVSNOJSIY ‘SOHOI¥IA
OLDVINOD A NOIDVZITVDO1 3d SOLVa

Carta de Servicios

Portal web www.madrid.es y
sede electrénica

¥ | MADRID Mi Carpeta Registro electrénico

: Calidad

- Evaluacion m MADRID



Electronic Administration

Tramitar

Description

1. Sede Electronica (Electronic office): is the electronic means available to citizens whose
ownership, processing and administration correspond to the City Council of Madrid in the
exercise of its competences. By means of the office, citizens will access the electronic

information, services and processes.

= By accessing each process they are informed of
the availability of processing this online. In each
file, they are informed of the online and in-
person processing and the template forms are
made available to citizens.

= Processes are classified in two large groups:
Citizens and Companies, and they are catalogued
by themes, needs and groups.

= The City Council of Madrid allows two types of
identification and  electronic  signatures:
Electronic certificates - User name and password

The City Council’s Electronic Office offers
citizens a personalised environment which
enables them to privately and securely
consult their data and undertake various
processes and administrations: Mi Carpeta

(My Folder). Allows citizens to:

o securely and privately check all individual
information regarding the City Council.

o Undertake the specific electronic
processes that they wish

Mi Carpeta
from that personalised .....vome
Es necesano usar una de las formas de identificacion electronica admitidas
data.

Certificado
electronico
Esr mente
arg
1

: Calidad

. Evaluacion




Description 2. Registro Electronico (Electronic Register): is the electronic channel of
the City Council’s General Register; it enables the electronic
presentation of texts, requests and notifications regarding municipal
procedures.

o It can be used instead of physically going to a Registry Office.

l o This service is operational 24 hours a day, every day of the year,

apart from interruptions that are necessary for technical reasons.
o Access to the service is offered directly from the pages of processes
that offer the possibility for them to be processed online.

v U

Registro electronico

Electronic Administration

= Requirements for use: °To have an electronic = The Register Consultation service allows
certificate issued by the City Council available. for the input entries that have been made on
°To be registered in the identification system the City Council of Madrid’s register via its
with the username and password offered. channels (in-person or electronically) to be
°There is the possibility of using the temporary consulted. It also offers access to the request
electronic signature with a PIN signature. °To presented, documentation and proof or
adhere to the technical requirements specified receipt of the entry.

in the help information that is accessible from

each process page.

En linea En linea

En linea En linea

@ [ & | MADRID



Electronic Administration

Indicator

Data

2007 2011 2015
Percentage of people that send completed . 2013: 38% L
forms to public administrations online 2014: 47%
Availability of online services (municipal
administration that can be processed 87 379
online)
Use of electronic register (since 2011) --- 3,106 15,020
Electronic management of procedures (
administrative procedures or processes that 85 888 1,007
can be completed by telematic means)
Processes undertaken on the madrid.es 1447 631 1216,225 2,018,545
web portal
Payments processed on the madrid.es web 327,680 864,594 1153,415

portal




Electronic Administration

C

Strategy: Bringing the municipal administration closer to citizens, with
proactiveness and personalisation of services

Strategy: Transparency, open government, opening of data and re-use

Telematic Declaration of Responsibility (DR)

Agencia de Actividades (Autonomous Activities Body) 23/11/2015 31/03/2017
Progressive implementation of urban procedures

with electronic files 01/10/2015 | 31/12/2019
Directorate-General of Urban Planning and Management

SRGSA (Citizen Accessible Multi-channel
Registration and Management of Warnings 01/10/2015 | 31/03/2019
System)
Digital transformation of the administration 01/10/2016 | 31/03/2019

New electronic office, new registry, internal file manager, electronic notifications, citizen
folder and company folder, etc. Approval of a plan to adapt the tools to the new

administrative procedure standards.

Calidad
Evaluacion
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Observatorio de la Ciudaa
(City Observatory)

Portal web del Ayuntamiento de Madrid m ‘ MADRID

Tramites Actualidad El Ayuntamiento Distritos Contacto

CIUIDAD &

\ ‘\
-

: Organizacién Gobierno  Publicacionesy = Medios de
i En:portada Gabirene EiFleno municipal abierto convocatorias comunicaciéon N
Lo mas visto ® Encuesta de Calidad de Vida y Sat... ~ Carta de Servicios de Actividades... = Carta de Servicios del Portal web...
ﬁ El Ayuntamiento = Observatorio de la Ciudad
®Dar=-a  QObservatorio de la Ciudad & Vober
Organic Regulation on = Creation of the City Observatory: July 2006
Citizen Participation = Mayoral Decree of 7 December 2015 which regulates the
working of the City Observatory

8  MADRID



Observatorio

City Observatory

An information, transparency and participation instrument that is made
available for citizens with a two-fold purpose: m external;to disseminate the
evaluation, transparency and participation results, communicating
municipal administration and the quality level of services provided by the
City Council; m internal; to promote and boost the evaluation of municipal
administration and the effectiveness of the principles of transparency and
participation; providing the municipal organisation with the information
needed to plan and manage.

Thus in order to respond to citizens CITIZEN PERCEPTION
What are citizens’ needs, expectations and satisfaction?

rights to be informed of municipal
processes, the City Observatory
gathers the information resulting
from the following systems: = SERVICES SERVICE CHARTERS
Strategic Plan m Government Plan \_ we take on?

m Budgets m Evaluation

MURNICIPAL . " \

What guality commitments to

MOMITORING |

Emﬂ:}"ﬂm EVALUATION
SYSTEM doing it?

Perception m Suggestions and |
. GOVERNMENT PLAN f
and this is available to citizens |

through via the web page
madrid.es and the Transparency

Portal.

STRATEGIC PLAN {
What city do we want? |

OPEN GOVERNMENT

What city do citizens want?




Strategic Plan

AN APPROACHABLE, COHESIVE AND LIVEABLE QTY

* To promote the cohesion and
territorial re-balance

* To regenerate and recover
urban space and heritage

= To establish urban ecology
policies that improve the
quality of life and
sustainability in the city

» To develop an efficient and
sustainable mobility policy

* To develop urban action
strategies to fight Climate
Change

* To ensure an approach based
on general interest

A DEMOCRATIC, TRANSPARENT AND EFFICIENT GOVERNMENT

=To rationally, fairly and transparently manage the local administration.

A SUPPORTIVE AND INCLUSIVE PEOPLE-CENTRED CITY

What City Do We Want?

= To guarantee social equality, recognising the
diversity of the population of Madrid

*To fight against poverty and social exclusion
*Tp guarantee access to adequate housing
=To promote an active, healthy city

=To provide an efficient, coordinated response to
emergency situations

*To make Madrid a aty with a secure
environment to live, work and visit, where
citizens are integrated and co-responsible in
maintaining that security

=To promote Madrid as a aty against violence, in
favour of peace and that promotes solidarity and
international cooperation for development

=To promote citizens’ access to culture as a
commaon asset and as a production space

=To guarantee the right to equality between men
and women in a city that is free from gender
violence

=To promote the comprehensive development of
boys, girls, teenagers and young peaple in the
city, fighting against inequality and boosting their
autonomy and visibility

=To indude citizen participation in decision making
»To achieve financial autonomy and to design a sustainable and fair management of resources

Strategic Plan

A SUSTAINABLE ECONOMY WITH QUALITY EMPLOYMENT

Strategic Map

* To develop strategic lines to
change the economic model

« To promote sectors aimed at
sustainable economic
development

« To support the social
economy, freelancers’ work
and small businesses

« To promote stable, decent
and fair work

+ To improve Madrid’s position
among the large global cities

« To promote innovation in the
city of Madrid for its
development

+To integrate the perspective of gender within municipal policies and action.
*To guarantee compliance with the international and European Human Rights obligations, boosting a cross-sectional approach in all action
areas of the City Coundil of Madrid.

Mayoral Ordinance of 7 December 2015 which regulates the

working of the City Observatory

3 Calidad
Evaluacion

(Observatorio

Objectives

Recipients

Advantages

Responsibilities

Description

Indicator
Data

Goals / Results
2015-2019
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Objective Recipients

U U

4 N O )

To define the Government of CITIZENS,
the City’s strategy and to
establish its monitoring and
evaluation.

Strategic Plan

natural and legal persons and
other organisations that are

recipients of municipal services
Every new Term, the \_ L -

Government Team defines the

Municipal Staff

city that it wants, the a )
objectives of its term and the Units in Government Other Public
indicators for its monitoring Departments, Districts, Administrations
and evaluation. Autonomous Bodies and

\_ Companies -

* It unifies and standardises municipal actions, aiming them
at specific goals and objectives.

* It encourages an efficient public management at the
service of citizens.

* It enables for it to be clearly known what to expect from
the City Council as well as how to evaluate this.

Advantages

: Calidad

7 Evaluacion m MAD RI D



Strategic Plan

Responsibilities

The DGTYAC (Directorate-General of
Transparency and Citizens Service), Under-

Directorate of Quality and Evaluation,
coordinates and boosts the definition of
the municipal strategy and its monitoring

and final evaluation, establishing the

corresponding methodology.

The establishing of the strategy
corresponds to the municipal Government
Team for each term.

Each municipal unit is responsible for
identifying its objectives and strategic
indicators and for achieving these.

Description

The Strategic Plan is the instrument for the
designing, monitoring and evaluation of the

municipal  Strategy  established
Government of the City for each term.

the

represented graphically by means

madrid wwu ¢ las capitales mas atractwas del mands

Qtrategic indicators are grouped in axes.

/In order to clearly and succinctly communicate to\
citizens the vision that the municipal government
has for the City of Madrid, the strategy is
of the
Strategic Map in which the objectives and

/

= 2003 - 2007
= 2007-2011
= 2011-2015

City Council of Madrid’s Strategic Maps

& MADRID



STRATEGIC AXES

= An approachable, cohesive and liveable city
STl e R = A supportive and inclusive people-centred city
« To promte sectors smed t = A sustainable economy with quality

- employment

i et = A democratic, transparent and efficient
e government

* To improve Madrid’s position
among the large global cities

STRATEGIC MAP 2015-2019

= To guarantee social equality, recognising the
diversity of the population of Madrid

= To promote the cohesion and

territorial re-balance =To fight against poverty and sacial exclusion

=To guarantee access to adequate housing
* To regenerate and recover T . .
urban space and heritage =To promote an active, healthy city

=To provide an efficient, coordinated respaonse to
« To establish urban ecology SIGEIERD:Y SRUSEO
policies that improve the
quality of life and
sustainability in the city

=To make Madrid a city with a secure
environment to live, work and visit, where
citizens are integrated and co-responsible in
maintaining that security

* To develop an efficient and
sustainable mobility policy

Strategic Plan

=To promote Madrid as a dity against violence, in
favour of peace and that promotes solidarity and
international cooperation for development

= To develop urban action
strategies to fight Climate
Change

=To promote citizens’ access to cufture as a
commeon asset and as a production space

=To guarantee the right to equality between men
and women in a city that is free from gender
violence

« To promote innovation in the

These axes structure the City of Madrid’s
e Strategic Map, incorporating a total of 27
STRATEGIC OBJECTIVES.

* To ensure an approach based
on general interest

AN APPROACHABLE, COHESIVE AND LIVEABLE CITY
A SUPPORTIVE AND INCLUSIVE PEOPLE-CENTRED CITY

=To promote the comprehensive development of
boys, girls, teenagers and young people in the
city, fighting against inequality and boosting their
autonomy and visibility

A SUSTAINABLE ECONOMY WITH QUALITY EMPLOYMENT

A DEMOCRATIC, TRANSPA T AND EFFICIENT GOVERNMENT

The 3 vertical axes are made up of the

ffoamieveﬁmndal aummny and to design a sustainable and fair management of resources
=To rationally, fairly and transparently manage the local administration.

+To integrate the perspective of gender within municipal policies and action. St rategi C O bj eCtiVES a i m Ed at a C h iEVi n g

*To guarantee compliance with the international and European Human Rights obligations, boosting a cross-sectional approach in all action

EE G s results for the city and its inhabitants: the

first is focused on public space and urban
ecology; the second on solidarity and social
rights; and the third is geared towards
sustainable economic development and
quality employment

These 3 axes are underpinned by a fourth horizontal axis which provides support to achieve
the objectives included in the prior axes: citizen participation, financial autonomy, fair
management, gender perspective and the compliance with international Human Rights
obligations.

" Calidad

7 Evaluacion m ‘ MAD RI D



Strategic Plan

Indicator

Data

Map
2003 - 2007

Map
2007-2011

Map

2011-2015

Map
2015-2019

Axes

Strategic Objectives

28

33

27

27

Strategic Indicators

66

76

99

madrid v d¢ las capuales mas atractwas del mande

COMPETITIVIDAD

over sctamente
incorporacion al empleo

madrid v de las cindades mas atractwas del mande

CIUDAD SOCIALMENTE
INTEGRADA

famiar con servicos
accesibies y do cabd
p 2 s v

131 o los meores

Iu“,.u ks y Frorecer o |
Getarrollc

CIUDAD CON CALIDAD DEVIDA

CIUDAD COHESIONADA

Avanar hacia

et s cohesionada con

dsopartunidades para desarrollar
peoyectos wales

Mantener un Mackid 1e
 ciudacs

Faclit o acceio 3l deportey 13
cubtura con Instalacones prximat
‘decaildad y un peograma ampii
‘e actividades y servcior

CIUDAD CON CALIDAD DE VIDA

CIUDAD SOSTENIBLE

Potenciar |3 innovacen

p .
de Mackid una cudadinesigent

UNA CIUDAD CERCANA, COHESIONADA Y HABITABLE

+ Promover Ia cohesion y el
reequilibrio territorial

» Regenerar y recuperar el
espacio urbano y el
patrimonio

= Establecer politicas de
ecologia urbana que mejoren
Ia calidad de vida y Ia
sostenibilidad de la ciudad

* Desarrollar una politica de
movilidad eficiente y
sostenible

= Desarrollar estrategias de
actuacion urbana frente al
Cambio Climtico

= Asegurar un planeamiento
basado en el interés general

UNA CIUDAD CENTRADA EN LAS PERSONAS, SOLIDARIA E

* Garantizar |a equidad social reconociendo la
diversidad de Ia poblacidn de Madrid

*Luchar contra la pobreza y la exclusién social
*Garantizar el acceso a una vivienda digna
«Favorecer una ciudad activa y saludable

*Proporcionar una respuesta eficaz y coordinada
2 las situaciones de emergencia

*Hacer de Madrid una ciudad con un ambiente
seguro para vivir, trabajar y visitar, donde la
ciudadania se sienta integrada y sea correspon
sable en el mantenimiento de la seguridad

*Promover Madrid como ciudad contra las
violencias, por Ia paz y que fomenta la
solidaridad y Ia cooperacion internacional para el
desarrollo

*Promover el actesa de la ciudadania a la cukura
como bien comiin y coma espacio de produccion

*Garantizar el derecho a la iguaklad entre
mujeres y hombres en una ciudad libre de
violencia de género

*Promover &l desarrollo integral de los nifios,
nifias, adolescentes y jovenes de la dudad
luchando contra la desigualdad y potenciando su
autonomia y visibifidad

1 de

UNA ECONOMIA SOSTENIBLE Y CON EMPLEO DE CALIDAD

UN GOBIERNO DEMOCRATICO, TRANSPARENTE Y EFICAZ

+ Desarrollar lineas estratégicas
para el cambio de modelo
econdmico

*= Fomentar los sectores
arientados al desarrolio
econémico sostenible

« Apoyar Ia economia social, el
trabajo auténomo y las
pequenas empresas

* Fomentar empleo estable,
digno y equitativo

« Mejorar Ia posicién de Madrid
entre las grandes ciudades
globales

* Promover la innova enla
ciudad de Madrid para su
desarrolio

rla n ¥ " . 4 ;
Gestionar de forma racional, justa y transparente la administracion local
Integrar Ia perspectiva de género en la politica y en la accién municipal
*Garantizar el cumplimiento de las obligaciones intemacionales y europeas en Derechos Humanos, impulsando un enfoque transversal en
todo el dmbito de actuacidn del Ayuntamiento de Madrid

" Calidad
Evaluacion




Government Plan

Portal web del Ayuntamiento de Madrid m MADRID

Tramites  Actualidad El Ayuntamiento Distritos Contacto  !dioma Q ~

-‘I' .ﬂ E = | 'Ns

%OBSERVA |~ E\LA CIUDAD

-\ " o, > -
i’ L Y e\ % < FIEN
N ExiBorGds Gobierno El Pleno Alcaldia Organizacién Gobierno Publicaciones y Medios de I |
i P municipal abierto convocatorias  comunicacion s
Lo més visto ® Encuesta de Calidad de Viday Sat... = Carta de Servicios del Portal web... = Carta de Servicios de Actividades..
ﬁ El Ayuntamiento > Observatorio de la Ciudad > Plan de Gobierno

®@a+-2  Plan de Gobierno « Voter

Portada

El Plan de Gobierno 2015-2019 recoge el conjunto estructurado de objetivos politicos que ha
Org.anizacién y establecido el Gobierno de la Ciudad de Madrid para el presente mandato, planificando la est~——*- "~
funcionamiento fijlada hasta el nivel de actuaciones concretas y permitiendo la evaluacion de laaccion munici

- todos sus ambitos de actuacién
Plan Estratégico

Total: 2

Plan de Gobierno

Mayoral Decree of 7 December 2015 which regulates the working of the City
Observatory

: Calidad
! Evaluacion

(lbservatorio

Obijectives

Recipients

Advantages

Description

Indicator

Data
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To plan and establish the monitoring and evaluation of the
Objective actions to be developed throughout the term, to respond to the
strategy established by the Government of the City.

Government Plan

‘ How are we going to

What city do we want? achieve that?

Government Plan

7 cmizens, /[ N/ I

natural and legal Municipal Organisation
persons and other Units in Government Municipal
. organisations that Departments, Districts, Staff
Recipients . .
are recipients of Autonomous Bodies and
\__ municipal services / Companies \_ J

N /

It enables for the actions that the City 4 It allows for
Council is going to carry out to be accountability to
Advantages [> clearly known, as well as who is citizens and the
responsible for these, their phases municipal
and evaluation instruments ) organisation itself )
It acts as a planning, evaluation and It encourages an efficient
accountability to citizens instrument public management at
» Calidad with regard to the results achieved the service of citizens.

7 Evaluacion M AD RI D




Government Plan

: Calidad

The DGTyAC (Directorate-

General of Transparency
and Citizens Service),
Under-Directorate of

Quality and Evaluation, is

responsible for

the
Government Plan.

Each municipal unit is
responsible for

with the
actions that correspond
to its competences
pursuant to the
determined time frames
and targets.

> Evaluacion

Description

!
KI'he Government Plan outlines the initiatives that that\
Government of the City establishes in each term, with the
aim of spreading the established strategy and acting as a
planning, evaluation and accountability to citizens

Qnstrument with regard to the results achieved.

MAPA ESTRATEGICO

EJE: Una cludad oercama, EJE: Lina econ-omia sosoenible
cohesknnada ¥ habitabde ¥ oon efmphes de cakidad

%j%f;][rﬁ']
s s [ e |




- The Government Plan develops the objectives that make up the
Description Strategic Map through a hierarchical system with various levels:

m Strategies: medium-term proposed aims that contribute to achieving
the strategic objectives.

m Projects: structural elements of a group of actions that respond to a
common and specific aim; they are aimed at achieving one or various
strategies.

Government Plan

m Actions: nuclear element of a system, they are the base for the
monitoring and evaluation of the Government Plan -> actions to be
undertaken to make the strategic objective a reality.

N

Dbservatorlo Its monitoring can be undertaken by means of

phases/benchmarks whose start and end dates are planned
a priori establishing a weight (%) for each of these in the

e
MADRID

Plan de Gobierno

The Government Plan is available attainment of the action; or by means of indicators for
to be monitored and evaluated those with a target determined at the end of the term
on the same application as the / \
Strategic Plan. It can be accessed During the term the extent to which the Government
from the Observatorio de Ia Plan actions are being undertaken is evaluated and at
Ciudad  (City  Observatory) the end a final report is drawn up which identifies the
website on madrid.es completed actions, actions in the process of completion
(advanced > 75%, ongoing 20-75%, initial phase < 20%)
Kand postponed actions. /

Ceess. @ MADRID



Government Plan

Indicator
Data Government Plan Government Plan Government Plan
2007-2011 2011-2015 2015-2019
Action Areas 19 18 15
Operative A.ctlons/ . e -
Strategies
Actions 2,156 1,199 812
Situation Ongoing

. . . . 1
Situacion de las acciones (niimero)

1.800
1.600
|.400
1.200
1.000

8OO

Total de acciones

600
400
200

Cumplidas Ejecucion En ejecucion
avanzada

Mimero total de acciones: 2.156

En fase inicial Aplazadas

Situacién de las acciones (niimero)’

1.000

904
900 4

800
700 ~

600

500 4
400 -

300

Total de acciones

200 ~
100 82

88 95

0 _n

-
| = I
I

Cumplidas Ejecucion
avanzada

Numero total de acciones: 1.199

En ejecucion En fase inicial ~ Aplazadas

C Calidad
Evaluacion
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Government Plan Government Plan Government Plan
2007-2011 2011-2015 2015-2019

Degree of completion

Grado medio de cumplimiento y situacion de las acciones ' (%) Grado medio de cumplimiento y situacién de las acciones’
(%)

100%
90% 85,22%

70,32% 80% | 75,405
70%
60% -
50% -
40%
o T T T T 19,85% | 30%
B 20% |
RN e 589% I ° °
199% .87 1,95% 10% | 884% T3R5y, D820
: : — . : 0% - ‘ - E . I

Cumplimiento  Cumplidas Ejecucion En ejecucion En fase inicial ~ Aplazadas Cumplimiento Cumplidas

Government Plan

Ejecucion En ejecucion  En fase Aplazadas
T Bl . PRI
medio avanzada medio * avanzada inicial
* Cumplimiento medio: suma del grado de cumplimiento de cada una de las acciones induidas

. B - . * Cumplimiento medio: suma del grado de cumplimiento de cada una de las acciones
enel Programa Operativo de Gobierno dividido por el nimero total de acciones.

incluidas en el Programa Operativo de Gobiemo dividido por el nimero total de acciones.

Creation of City of Madrid Government Plan 2015-2019 15/01/2016 15/07/2017

Monitoring and evaluation of the City of Madrid

C Calidad Government Plan 2015-2019 30/06/2017 30/03/2019
Evaluacion MAD RID




Quality Models

The City Council of Madrid implemented the most used Quality Models in the
context of European Public Administrations:

Citizen’s Charters
Excellence Models

and ISO, EN and UNE :
Standards i

SERVICIOS PRESTADOS
INTRODUCCION

Servicio
Certificado

Cartas de servicios

Gestion de Cartas
de Servicios

AENOR

EVALUAR, REVISAR Y PERFECCIONAR

Enfoques y Despliegue

Eﬁim R e © EFQM 2012 conform

of e
C 'MADRID



Citizen’s Charters

"Las Cartas de Servicios, como instrumentos de mejora
continua de los servicios, son documentos por medio de los
cuales las organizaciones publicas informan sobre los Objective
compromisos de calidad de los servicios que gestionan y
prestan, en respuesta a las necesidades y expectativas de
ciudadanos y usuarios y a la demanda de transparencia en la
actividad publica”™ Recipients

Marco comun sobre las Cartas de Servicios en las Administraciones publicas espafiolas

Red Interadministrativa de Calidad en los Servicios Publicos

(Jbservatorio

Advantages

Drivers and
Responsible Parties

'SERVICIOS PRESTADOS
SINODVWYTIIIY A SYIDNTHIONS

NOIDVAIDLLYYd A SIAVAINIEVSNOJSIH ‘SOHII¥IA ‘
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Carta de Servicios

Portal web
sede electronica

OLOVINOD A NQIDVZITVIO1 30SO0Lva
OLOVINOD A NQDWVZITYIO1 30 SOLva

Carta de Servicios

Description
Arbolado Urbano

NOIDVJIJILEVd A S3AVAITIEVSNOJSIY ‘SOHIIWIA

® MADRID

Indicator
Data

= Agreement of the City of Madrid Government Meeting of 25 June 2009,
which regulates the City Council of Madrid’s Citizen’s Charter System

=  Mayoral Decree of 7 December 2015 which regulates the working of the City
Observatory

) e, B MADRID



Obijective

The PURPOSES of

the Service
Charters are:

Citizen’s Charters

—

v’ To act as a driver of change and improvement within the

v'To evaluate the quality of municipal management by means of the

organisation, municipal management and in terms of the quality
of the services provided.

establishment of management indicators and quality standards.

To establish the framework in
which the evaluation and
improvement of provided

services will be developed, in

line with the principle of service
for citizens.

To improve the quality of

the services provided, as

well as the organisation
and municipal
management

The Service Charters
have a double aspect:

C Calidad
Evaluacion

\ 4

External: the Citizen’s Charters enable the Administration to be
closer to citizens given that they require greater transparency
with regard to decision making and the participation in the
development of the Charters, encouraging citizens to exercise
their rights and enabling them to compare what they expect
with what they actually receive.

Internal: the Citizen’s Charters are a quality management tool
that encourage m the continuous improvement of services by
means of monitoring the degree of compliance with the
commitments made and the improvements implemented and m
the coordination and collaboration among units that provide
services.

\DRID




Citizen’s Charters

C Calidad
Evaluacion

Recipients

/ CITIZENS, \

natural and legal
persons and other
organisations that are
recipients of

\ municipal services J
/ Municipal \

Organisation Units in
Government
Departments,
Districts,
Autonomous Bodies

\ and Companies /

Municipal Staff

The coordination and promotion of the Citizen’s Charter
system corresponds to the DGTyAC (Directorate-General of
Transparency and Citizens Service), Under-Directorate of

Quality and Evaluation, which provides technical support
and guidance to the municipal units that draw up and
approve the Citizen’s Charters, and creates the report prior
to the approval and the annual system monitoring report

City of Madrid Government Meeting

Responsible Party: m Governing body responsible for the
services that are object of the Charter.

m Coordinator of the Citizen’s Charter: person responsible
for its management, with direct knowledge of the services
and commitments included within, responsible for its
creation and, once approved, its continuous monitoring and
evaluation.

m Writing and Management Group: the work team created
to draw up and undertake the monitoring and evaluation of
the Citizen’s Charter.

Repeal: City of Madrid Government Meeting

& MADRID



Citizen’s Charters

Advantages

Carta de Servicios
Calidad y Evaluacién

MADRID

It expands the knowledge
that citizens have about
municipal services and the
guality levels with which
the Organisation
undertakes to provide
these.

It increases value added to
the City Council of Madrid’s
units, in the sense that the
Charters are a
communication instrument
for citizens.

It develops a responsive
and receptive Municipal
Administration, which
guarantees the highest
guality of the services
provided.

It increases citizen
participation in the
improvement of
management and
municipal services.

It makes objective
information available to
effectively evaluate the

guality of the services
provided.

> Evaluacion

It encourages municipal
employees’ commitment to
a culture geared towards
citizens and continuous
improvement.

& MADRID
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In a clear, simple way that is understandable for
Description citizens, the Citizen’s Charters CONTAIN :

.

* The institutional commitment to quality and
the purpose of the Charter.

Citizen’s Charters

The Citizen’s Charters are public = The identifying data of the governing body and
documents; an instrument to the unit that provides the services within the
identify, monitor and evaluate the Charter.

qguality commitments with which .

The rights that citizens have in relation to the

municipal services are provided, services in the Charter and their responsibilities.

in order for their continuous

improvement. * The ' .mechanisms and means of citizen
participation, among which the “Suggestions and
In order to be a Quality System, Complaints System” can be highlighted.

the Citizen's Charters are: » An updated reference of the regulatory standards

regarding the provisions and services included in

the Charter.
The services that are object of the Charter,

specifying if they are free of charge of if they are
PUBLIC QUALITY COMMUNICATION subject to public fees or costs.
DOCUMENTS: MODELS: of a TRANSPARENCY * The quality levels with which the governing body
thatl'take on system in and PARTICIPATION undertakes to provide these services.
quality continuous .
commitments improvement TooLS » The location and contact details of the governing
| body and the dependencies where services are

i provided, the means of access and, if the case may
be, the means of transport.
That inform citizens about the services that

C Calidad are provided and how they are provided m MADRID



Description

The Citizen’s Charters can be CLASSIFIED in terms

of two criteria: rl:

A. NATURE OF THE SERVICES: according to the
content of each Charter, they are classified by
municipal Action Areas, municipal policy fields
of action and the provision of services from
the City Council of Madrid to citizens:

Citizen’s Charters

m Social Cohesion and Social Services m Culture
m Sport m Economic and Technological
Development m Employment m Public Spaces =
Environment m Mobility and Transport m
Relation with Citizens m Health m Security and
Emergencies m Tourism m Urbanism m Housing

m City Administration

} Calidad
* Evaluacion

B. RECIPIENTS:

1. External: those citizens that are
recipients of the services within the
Charter.

2. Internal: those City Council units and/or
staff in which the recipients of the Charter
are found (example: Citizen’s Charter on
Health Activities for the Prevention and
Protection of Occupational Health).

3. Mixed: those in which the recipients of
the services in the Charter are both
citizens and City Council units and/or staff.

MADRID



Description

The LIFE CYCLE of the Citizen’s Charters
is made up of all the activities that are
undertaken from their beginning and
approval:

Citizen’s Charters

The creation and approval constitutes a
rigorous, systematic and demanding
process that does not end with the
approval of the Charter: the Service
Charters are living documents that should
be continuously monitored, updated and
evaluated.

The Charters are approved by the
Government Meeting after a report by the
DGTyAC (Directorate-General of
Transparency and Citizens Service).

0

Citizen “s Charter creation process

Decision to create and implement

Creation of the GRG (Writing and
Management Groups)

|
GRG Training
|
Definition of responsibilities
|
Creation of a Work Plan
|

Creation of a Matrix Document

Wording of the draft Service
Charter and other documents

Citizen participation processes
|
Report prior to approval

Approval
|

Publication and dissemination

Monitoring

Evaluation
1

£\
7

External certification

undertaken.

The monitoring of the Service Charters involves the continuous
verification of the indicators established to measure the compliance of
the commitments taken on, in a way that if negative variances of these
indicators occur, the opportune corrective measures are adopted. The
continuous monitoring of the approved actions for improvement is also

—

: Calidad
Evaluacion
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Description

Citizen’s Charters

d

The evaluation of the Service
Charters, by means of the Evaluation
Report, shows both the validity of

the content of the Charter, the

degree of compliance with the
commitments and quality standards

and the extent to which the
improvement actions have been
implemented.

When the year ends and the

corresponding data is collected, in
the first term of the following year
all of the Charters approved before
30 June the previous year are

The updating of the Service Charters should be
permanent, adapting to the changes that occur.
The governing body is responsible for this and the
Charter Coordinator will inform the DGTyAC of the
changes and subsequent actions to be taken, both
in the text of the Charter and in an informative
leaflet. The DGTyAC publishes the relevant
changes on the Observatorio de la Ciudad (City
Observatory) application, the municipal website
and the municipal intranet AYRE, with the Charter
thus being updated with its approval date, date of
last evaluation and update date.

C Calidad
Evaluacion

evaluated. n N
\7

The certification of the Service Charter, pursuant
to Standard UNE 93200 foresees the undertaking
of “mysterious shopper” inspections that validate
the service provision from the citizens’ perspective
and the external auditing of the compliance of the
Standard’s requirements, obtaining the
corresponding certificate with a validity of three
years. Since 2014 the City Council has had
certificates for the Service Charter System and its
Service Charters AENOR

(those that have more than one year’s
validity and, at least, one
Servicio

evaluation undertaken). ic
4 Certificado

Cartas de servicios




Citizen’s Charters

Indicator

Data

Strategy: Quality and continuous

improvement in the provision of

services and management systems.

Actions: PROMOTING THE
SERVICE CHARTER SYSTEM.

Reinforcement

the

implementation of Service
Charters in all units with a
direct impact on citizens

and the city.
2007 2011 2015 2016

Approved Service Charters 16 39 59
Service Charters approved | 2003-2007 2011-2015
. 2007-2011 23
in the term 15 18
Valid Service Charters 16 39 56
Evaluated/evaluable

valuated/evalu 11/11 38 /38 50/ 50
Service Charters
Certified Service Charters 35
(since 2014)
Commitments > 300 440 494
Degree of compliance 93.85 87.29 80.73
Implemented Areas of 157
Improvement (since 2012)

Associated
indicators
Goal May

2019

77

18

65

60

90% (*)



CAF and EFQM

Excellence Models

To improve public organisations
by means of self-evaluation

EFQM

sgant = Fadlit = ores

nnnnnnn

= Calidad
7 Evaluacion

Q@I TEIPA AU
= =
ck Efilecion © EFQM 2012
|: Self-evaluati s e Recognitionand n
elf-evaluation mprovemen e .
- P Bl — Certification — V
an

Obijective

Recipients

Advantages

Drivers and
Responsible Parties

Description

Indicator
Data

2015-2019 Term

Targets

& | MADRID



/I'o identify the strengths and areah

Objectives for improvement, whose |~ O\
development  will allow  for To provide a reference model
improving the quality of the services regarding  excellence  in

To continuously provided and citizens’ satisfaction, rrr\]anagemen-t which Ena:Ielsofor
~dvance towards creating and implementing an || the cc?mtparlson with the best
complete quality. Qmprovement Plan. j Korganlsa o /

To know the relative position of the unit in relation to other equivalent
organisations.

— CITIZENS: all the recipients of municipal services

Recipients

s———> Municipal  Organisation  Units, in  Government
Departments, Districts, Autonomous Agencies and
Municipal Companies.

CAF and EFQM Excellence Models

To enable a progressive advancement, bearing in mind each
unit’s possibilities, towards a horizon of complete quality.

7

To promote self-evaluation on the basis of Advantages
facts, which enables actions for improvement
that should be undertaken to be specified.

To obtain recognition in relation
the the level of quality reached

™ Calidad

Y Evaluacion m MADRI D
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The DGTyAC (Directorate-General of Transparency and Citizens Service),
Under-Directorate of Quality and Evaluation, and provides

DGTYAC technical and guidance to the municipal units that employ the
Excellence Models. It also the correct development of self-
evaluation processes.

The City Council of Madrid’s units that decide to apply the Excellence
Models are responsible for their compliance.

Each
municipal unit

The entities in Spain authorised to certify pursuant to the Excellence Models are:

CAF and EFQM Excellence Models

lﬁi GOBERNG  MINISTERIO CLUBR
o :‘i DE ESPAMA mmﬂﬁ%ﬂ e
U 5 T ‘ 'EXCELENCIA

EN GESTION
Directorate-General of Public Governance
For the CAF Model: It holds the post of For the EFQM Model: The Club
official CAF correspondent in Spain and the Excelencia en Gestién is Spain’s
Spanish representation in the European
Public Administration Network (EUPAN), ' '
the European Institute of  Public Foundation for Quality Management
Administration (EIPA) and the Innovative (EFQM)
Public Services Group (IPSG)

C ey, & MADRID

representation in the European



CAF and EFQM Excellence Models

Description

ﬁhe CAF Model (Common Assessment Framework) is especially\
designed for the public sector; in considers aspects such as political
leadership and citizenship. Promoted by the European Commission, it
was designed so that public organisations started to use quality
management techniques to improve their performance and to be able

\_to compare with each other. -

The EFQM Model (European Foundation for Quality Management) promotes and
encourages continuous improvement and it carries out a quick diagnosis of the

organisations in order to create an action plan with the aim of achieving excellent
organisations.

The Excellence Models are made up of 3 elements:

1. Fundamental concepts: basic principles / values that make up the essential foundations for
any organisation to be able to achieve sustained excellence.

@i

Sodial
responsibillty

Partnership
development

Continuous
innovation and
improvement

Results
orientation
Citizen/
Customer focus
PRINCIPLES OF Leadership
and constancy
EXCELLENCE of purpose
Management
of processes
People and facts
development and
involvement

bioot!

Add value for clients

Maintain outstanding results
in time

Create a sustainable future

Reach success by means
of people’s talent

@ Develop the capacity
of organisation

Manage with agility

Take advantage of

Lead with vision, inspiration and integrity creativity and innovation



INNOVATION AND LEARNING

COMMON ALLELEMINT
FRAMEWOR

= Calidad
.r Evaluacion

Enablers

2 .
O Description
©
§ understood.
8 The CAF Model
c ENABLERS RESULTS
(D) > .
@ —  3Pecple - — 7.PeopleResults —
X | |
LLI &, Citizen/
S Meaeship  — PUMEVE _ spoceses  —Cuomerorenied— gy
o] | il
h 4, Partnerships & 8. Social
i | - Ihqnﬂii;rm |
©
c -
©
LL
<
@)

Leadership

=

I Partnerships & |

Rescources

Results

Processes, People Results

Products &
SEMVICes

Customer Results

Society Results

2. Structure- Agent Criteria and Results: The CAF and EFQM Models
enable for the cause-effect relations that exist between the what the
organisation does (management) and what it achieves (results) to be

Business Results

Learning, Creativity and Innovation




3. Outline in order to analyse performance and measure the

Description maturity of the management of an organisation.

The CAF Model uses the PDCA Cyle or cycle of continuous improvement; in order to
detect improvement possibilities, all activities should be divided into the following

actions:
- a

(C)ontrol the
development of that
planned and the
attainment of the
planned objectives Y,

(A)nalyse the results

obtained and modify

the future plans for
improvement

(D)evelop the

(P)lan planning

)

The EFQM Model uses RADAR logic, according to which, all

CAF and EFQM Excellence Models

organisations need: l Feares
et A denoc?
|
To determine the To plan and develop a To DEPLOY the To ASSESS and REFINE the
RESULTS aimed at set of APPROACHES to approaches in a deployed approaches based on
as part of the its deliver the required systematic way to ensure monitoring and analysis of the
strategy results now and in the implementation results achieved and ongoing
future learning
' Calidad
> Evaluacion




CAF and EFQM Excellence Models

\ Calidad

Description

The Excellence Models process involves :

E Self-evaluation

Improvement [

Plan

Recognitionand |- n

Certification -

/

Self-evaluation
involves an exam and
global, systematic and
periodical diagnosis of

the organisation’s
activities and results
using CAF or EFQM as

a reference model.

* Evaluacion

|

The Improvement Plan
is compiled of the
details of the
implementation of the
improvements to be
undertaken and the
way these will be
communicated.

\

The municipal units can
voluntarily access the
respective internal or

external agencies in order
to obtain the recognition
and the different
certifications.

The CAF Model
certification lasts for
three years, and the

EFQM Model, two.

& MADRID



Indicator

Data

Strategy: Quality and
continuous improvement in
the provision of services and
management systems.

Actions: IMPLEMENTATION
OF QUALITY MODELS: CAF
and EFQM. To continue
implementing CAF and
EFQM quality management
systems in municipal units.

CAF and EFQM Excellence Models

2007 2011 2015

Units that use the CAF 5 5 5
or EFQM Models
Units with improvement
plans derived from the 5 5 5
use of CAF or EFQM
Models

: Calidad

> Evaluacion

Associated
indicators
Goal May

2019

& MADRID



Indicator

Data

Models usage start

Certification

CAF and EFQM Excellence Models

Unit date Date of last granting (validity)
Madrid Salud
(Health, Safety and Emergencies Government 2011 CAF 500+
16 February 2015 (3 years)
Department)
e Prtcaton Ty |
P 23 March 2015 (3 years)
Department)
CIFSE (Comprehensive Safety and Emergencies
Training Centre) 2009 EFQM 300+
(Health, Safety and Emergencies Government 14 May 2014 (3 years)
Department)
. Mobility Aggnts CAF 400+
(Environment and Mobility Government 2009
15 September 2016 (3 years)
Department)
SAMUR- Civil Prote.ctlon EFQM 500+
(Health, Safety and Emergencies Government 2009
30 July 2014 (2 years)
Department)
Municipal Police
. EFQM 400+
(Health, Safety and Emergencies Government 2006 QM 400
5 December 2013 (3 years)
Department)
Agencia para el Empleo (Employment Agency)
(Equality, Social Rights and Employment 2006 EFQM 400+

Government Department)

26 November 2015 (3 years)

& MADRID




ISO, EN and UNE Standards

Obijective

/2R ISO Standards: technical, international standards
Iso — written and approved by the International
N, 4 Organization for Standardization (1SO). Recipients
- EN Standards: technical, European standards approved
. . . Advantages
— by the European Committee for Standardization (CEN),
‘ an agency that promotes the technical standardisation
in Europe.

UNE Standards: technical standards created by the
Um —* Spanish Association for Standardization (UNE*), the Description
standardisation agency in Spain; the Spanish agency in

the European Committee for Standardization (CEN), and
the International Organization for Standardization (ISO).

NormalizaciénEspaiola

Indicator
DEYE

UNE EN Standards: Official Spanish version of the European Standards
UNE EN ISO Standards: Standards that incorporate the processes of the three
agencies (ISO, CEN and UNE) into one single standard.

(*) In 2017 the Spanish Association for Standardization and Certification (AENOR), founded in 1986, split into two agencies:
the Spanish Association for Standardization (UNE), which undertakes standardization and cooperation tasks, and AENOR, a
business entity, that works in the fields of evaluating conformity and other related issues.



ISO, EN and UNE Standards

Obijectives

(1 To incorporate quality\
management by means of a
system that is globally
known and accepted:

\_Standardization. J

\

To identify, improve and
ensure work processes, using

CITIZENS: natural
and legal persons
and other
organizations that
are recipients of
municipal
services

Municipal
Organisation Units,
in Government

— the expectations and needs of Departments,
the recipients of services as a Districts,
reference. Autonomous

j Bodies and

Municipal

~

L Companies.
To have a certification, granted by . . ]
1 1 :g-g H gmségémm g_---:m -ég i
an  independent, accredited gggég;;;;;,;;;jgmg By 2 géggg‘,{g&r&s
. *a =@ & #mex Moni "'“!lung Ug_wggéii:ri §
| entity, that acknowledges that E“ﬁ gu%ﬁuig:f_ng 'aéggftr It
the management system £2E.900t: B[]I5 = msmms gn
. - E |in
implemented adheres to all the ,'s'}gﬂﬂgfd'fﬁ?; pi Ma“*!g%!.'v!.ﬁﬂ
. ] quality dunumemeill sE guua Ityl‘B(]l.lll‘BmEIItS
conditions of the ISO Standards. e e>=é- | Gerieral jterm! | fpme—

: Calidad
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Drivers and

Advantages C :
Responsible Parties

To facilitate the

identification and RESPONSIBLE B(R;[I\_/%ARC
improvement of work PARTY: Each . Y
processes. municipal unit (Directorate-

i h ive of th that decides to General of
To improve the prestige of the implement them Transparency and

certified unit, both internally and Citizens Service)
externally.

v

The Directorate-General of Transparency and
To objectify responsibilities, measure Citizens Service, Under-Directorate of Quality
work and take decisions based on data and Evaluation, is responsible for gathering
and not simple subjective perceptions. and disseminating information about what
units of the City Council of Madrid have
implemented the ISO Standards and gained
To incorporate a new work dynamic: analysis of the corresponding certification.
citizen satisfaction; creation of improvement

plans; control by means of external audits, etc.

ISO, EN and UNE Standards

Standardization Agency

To guarantee quality against third parties insofar as /RZBR\ -
ensuring that the certified unit has the capacity to Iso w
adhere to the established requirements. NS ‘

NormalizaciénEspaiola

= Calidad

¥ Evaluacidn ‘ MADRID
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W

ut . ££79001:2015) =z 2Design
® Description Someen || oRs e
© S | R E o s
5

w A Standard is a document established by consensus and approved by a recognised body

% that grants a common framework for its repeated use, rules, guidelines and

N characteristics of the activities or results, aimed at achieving the ultimate degree of order
O in a given context.

-

©

prd / The documents are voluntary for those \ Primarily used standards in the City Council:

Lu\ organisations that are interested in the * Quality -> UNE EN ISO 9001 on Quality

@, applicability, as such any municipal unit can Management Systems

2 opt to foster an internationally recognised = Environmental -> UNE EN ISO 14001 on

quality management model. Environmental Management Systems = UNE
& / EN ISO 50001 on Energy Management
Systems

= QOthers * UNE 93200 on Service Charters
= EMAS: voluntary European Union
regulation that acknowledges the
organisations that have implemented an
Environmental Management System = UNE
14785 on tourism offices = UNE 170001-2
on universal access and = 139803 on web

/ accessibility

/Standardization is the activity that aims to\
establish, in the face of real or potential

problems, provisions aimed at common and

repeated uses, with the aim of obtaining an
optimal level of order in a given context,
which may be technological, political or

k economical.

Qe B | MADRID




ISO, EN and UNE Standards

: Calidad

Evaluacion

Description

The process of the use of standards entails :

| ] Audits

Corrective —
Actions Plan —

Certification

VA"

/

-7

| N\

The audits consist of a physical
visit from the evaluation agency
to the municipal unit in which it is
verified and confirmed that the
processes and requirements
established in the corresponding
standards have been adhered to.
At the end an Audit Report is
drawn up which states all the
observations and non-
conformities that the assessors
have detected.

The Corrective Actions Plan is a
document  written by the
municipal unit in response to the
Audit Report. This states the
specific actions that the unit will
implement to resolve the non-
conformities that the assessors
detected.

[

Actions Plan.

Once the certification has been issued, and for those that
have a validity greater than one year, the assessment
agency will undertake an Annual Monitoring Audit of the
unit to check that it has implemented the Corrective

The certification is the process
through which an assessment
agency gives a  written
guarantee that a product,
process or service adheres to
the requirements specified in a
standard. Each certification is
valid for three years. The
certifications are granted for a
term of 3 years, but they are
annually renewed.

& MADRID




ISO, EN and UNE Standards

2007 2011 2015
Certifications with: 2 14 38
= Quality Standards 2 6 7
= Environmental Standards - 6 11
= Other Standards - 2 20

City Council of Madrid

System and Services Charters

Standard UNE 93200

Consumption Inspection Service
Instituto Municipal de Consumo
(Municipal Consumption Institute)
Standard UNE EN 1SO 9001

Madrid Salud (Madrid Health
Autonomous Body)
Standard UNE EN I1SO 14001

SAMUR- Civil Protection
Standard UNE EN ISO 9001 -
14001 and EMAS

Public Health Laboratory
Madrid Salud (Madrid Health
Autonomous Body)
Standard UNE EN ISO / IEC 17025l
ENAC 215 LE 1915

Air quality
Standard UNE EN I1SO 9001 -
14001 and EMAS

Comprehensive Safety and
Emergencies Training Centre
(CIFSE)

Standard UNE EN ISO 9001

Valdemingdmez Technological Park
Las Dehesas Treatment Plant
Standard UNE EN ISO 14001 and
EMAS

Linea Madrid online platform:
www.madrid.es and electronic
office
Standard UNE 139803

Tourism offices
Standard UNE 14785 and

Municipal Police
Standard UNE EN ISO 14001

Palacio de Cibeles
Standard UNE EN ISO 14001 and

170001-2 Standard ISO 50001 EMAS
EMT (Municipal Transport Agencia Tributaria Madrid (Madrid Tax
Company) Agency) Public Libraries
Standard UNE EN 1SO 9001- Standard UNE EN ISO 14001 and Standard UNE EN ISO 50001
14001 50001




Citizen Perception

11 dImiees ACLudiiadu CI Ayunudinerneo LJISLIILOS L OriudeLo INAXZLRRCH W =

15

i ""

- OBSERVATORIG

N

Organizacion Gobierno Publicaciones y Medios de

En portada Gobierno El Pleno Alcaldia 5 3 : 5 -
N municipal abierto convocatorias comunicacion

Lo mas visto @ Encuesta de Calidad de Viday Sat... = Carta de Servicios del Teléfono 0... = Carta de Servicios de Actividades...
ﬁ El Ayuntamiento > Observatorio de la Ciudad > Percepcion Ciudadana
®Qar-a P ion Ciudad
a*a=-&  Percepcion Ciudadana e

= Decree of 21 December 2011 of the Delegate of the Government Department
of Finance and Public Administration which approves the Instruction and
Guidance Criterion for the Undertaking of Satisfaction Surveys with
Municipal Services.

=  Mayoral Decree of 7 December 2015 which regulates the working of the City
Observatory

"t Calidad
> Evaluacion

(lbservatorio

Objective

Recipients

Advantages

Description

Indicator

Data
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Citizen Perception

Objective

/

To know, by means of studies carried out by different City Council units,
citizens’ opinion, expectations, needs and satisfaction with the services
provided by the City Council, with the aim of promoting a receptive,
—>| participative municipal management policy that is in a process of
continuous improvement. Yy,

Recipients

/ CITIZENS, \

natural and
legal persons
and other
organisations
that are
recipients of

municipal

\ services J

A 4

/ Municipal \
Organisation
Units in
Government
Departments,
Districts,
Autonomous

Advantages

\ 4

Bodies and

\ Companies J

Municipal

Staff

: Calidad
> Evaluacion

It allows the use of a participation element that collects
the level of public satisfaction with the services

It shows the process in the improvements of the public
services that citizens prefer

It provides an average to assess the quality of life in the
city as perceived by its inhabitants

It standardises the different municipal units in order to
know and evaluate citizens’ perception of municipal
services

It enables for the investigations that are being
undertaken in this regard to be known, providing useful
information for the improvement of management and
the adaptation of services to the priorities and
preferences of citizens and users

It optimizes the development of future studies,
preventing duplicates and offering a research guide

It provides a catalogue which enables for data to be
consulted quickly and fully.




Citizen Perception

C

Calidad y
Evaluacion

The DGTYAC (Directorate-General of
Transparency and Citizens Service), Under-
Directorate of Quality and Evaluation

the project, it
establishes the criteria necessary to
standardise the methodology and technical
guality and it provides technical support
and guidance to the City Council of Madrid
to undertake this

The DGTyYAC, Under-Directorate of

Quality and Evaluation the
general opinion study about the municipal
management and services, this is known as
the General Survey of Lifestyle and
Satisfaction with the Public Services in the
City of Madrid

The municipal units are responsible for
the documentation
regarding sectoral studies to the
Observatorio de la Ciudad (City
Observatory)

Description

The Citizen Perception system is made up of the

undertaking of studies promoted by the different
municipal bodies, in the field of their competences,
aimed at finding out citizens’ needs, evaluating
citizen satisfaction of the services and gaining
information to diagnose the situation, whilst also
promoting citizen participation. These studies are
undertaken with the end objective of gathering
information that enables for municipal services and
actions to be improved.

All of these are integrated within the Banco de
Estudios de Percepcion Ciudadana (citizen
perception study bank) which can be accessed via
madrid.es/observatoriodelaciudad.

For each study the following is published:

the technical file
D the survey

the results report

@ MADRID



Description There are two types of studies that make up the Banco de
Estudios de Percepcion Ciudadana:

1. General opinion study about the ﬁSectoral studies: these are studies that tb
different municipal bodies promote, in the field

of their competences, aimed at discovering
citizens’ needs, evaluating the satisfaction that
users of the services have, and gathering
information that enables for municipal services
and actions to be improved. There are 3 types of
these surveys: = User satisfaction studies =
Studies to analyse the situation and needs =

(whether users of the services or not).
\ / Qitizens queries. /

General Survey of Lifestyle and Satisfaction with the Public Services in the City of
Madrid m A survey for people aged 16+ that have lived in Madrid for at least 6
months. m The sample of surveyed people depends on its general (2,500 people) or | |nitially Spain
district (8,500 people) nature. m This is undertaken by means of a questionnaire | yndertook this
carried out personally at the person’s home and collected electronically. m In recent |  gnnually, in 2010 the

municipal management and services: aimed
at finding out the perception that citizens
have in general with regard to municipal
policies, their valuation of if there are
enough municipal resources and equipment
and their satisfaction with the services on
the whole provided by the City Council

Citizen Perception

editions a comparison has been made with other European and Spanish cities. decision was made to
undertake it every
Editions two years, but it
2006 — 2007 — 2008 — 2009 returned to its annual

C &, 2012 — 2014 — 2016 — 2017 nature in 2016.




Citizen Perception

Description

The sectoral studies are classified as:

User satisfaction studies: aimed at
evaluating users’ satisfaction with specific
municipal services, activities or actions.
They are undertaken by following a
rigorous methodology in terms of the
procedure of sample design, information
gathering and exploitation of results,
focused on detection opportunities for
improvement. Many are created annually
by different municipal services.

BH (bservatorio

Criterios de orientacién para la realizacién de
Encuestas de satisfaccién del Ayuntamiento de Madrid

Metodologia aprobada por decreto de 2| de diciembre de 2011 del Delegado del Area de Gobierno
de Hacienda y Administracién Piblica.

C Calidad
Evaluacion

Situation and needs analysis studies : they
aim to analyse the needs of potential
service users or to establish a diagnosis of
the situation which enables for a more
suitable approach to municipal actions.
They are studies that are based on data
gathered via quantitative and qualitative
techniques, obtaining primary data or
extracting it from secondary sources. The
Barometro de Economia (Economy
Barometer) and the Barémetro de Empleo
(Employment  Barometer) can be
highlighted within the City Council.

@ MADRID




Indicator

Data

Citizen satisfaction
with the City
Council of Madrid
management

Citizen Perception

Evolution of the
city’s main problems

: Calidad
Evaluacion

¥ A

G0 -

50 -

30 1

20 A

10 -

2007 2002 2009 2012 2014 2016

Tipo v Unidad de medida: Indice de valoracion en una escala de 0 a 100.

| 2007 2008 2009 2012| 2014 2016

Madrid | 55,70 | 5|:1| 53.5-:| 51,30 | 45,70 | 53,90 |

3 Polluticn - = : Pallution Cleanliness 1

X Cost of living T =~ 4 Traffic

T Insecurity

& ’_,'

7 Insecurity

8 Cleanliness Housing

=] Cost of Infing Crime

10 Education

e
Transpart

Corruption




Satisfaction with
Data public services

Indicator

Evaluation given (10
highest evaluated
services)

2014

Citizen Perception

Firefighters I =0

samuR Civilprotection [N - :
metra Madrid I 7,2
ErAT buses I o C
creen spaces  [NNNNNGEGEGEGEE G
Transport stations [N 5
Municipal ibraries I s s

Municipal police I - s |

010 telephone line NN - s
Municipal theatres [N - -

: Calidad
Evaluacion

SAMUR Civilprotection NN - -7
Firefighters NN -

Metro Madrid NI 7

EMT buses IS 6 5

Rubbizh collection I
Madrid Ric singularaction N s
Publiclighting I - 4

Municipal police I - 3
Consarvation of museum: I -

010 telephone [ine I 3

2016

Firefighters
SAMUR Civil protection
hdeiro Madrid

Trasport stations
Municipal theatres
nAunici pal libraries

EBAT buses

Municipal health centres
010 telephone line

Taxs

2012

I =1
I 7,a

I 7 A
I 7,1
I 7.1
I 5,
I 5s
I .
I 5,7
I 5,7



Citizen Perception

Sector studies published in the Banco de Estudios de Percepcion Ciudadana study bank

=

O 00 N O U B W N

N O ey
i D W N B O

Social cohesion and Social services

Culture

Sport

Economic and Technological Development
Employment

Open public spaces
Environment

Mobility and transport
Relationship with citizens
Health

Safety and emergencies
Tourism

Urbanism

Housing

City Administration
TOTAL

2003-2007

10

R O -

(0))]

N N B

64

2007-2011

34

6
10
17

N B 00 P O

175

2011-2015

36

9
19
16

9

20
36

163
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Citizen Perception

Strategy: To rationally, fairly and transparently manage the City Council of

Madrid.

Actions: Promoting opinion and citizen perception studies

2016 01/04/2016 | 01/04/2016 18/11/2016
Undertaking of the General Survey of
Lifestyle and Satisfaction with the Public 2017 01/09/2017 | 02/12/2017
Services in the City of Madrid
2018 01/09/2018 | 02/12/2018
2003-2007 2007-2011 2011-2015
General study carried out 2 3 2
Studies obtained from the
General Study 2 2 21
Sector studies published 64 175 163

in the study bank




Suggestions + Complaints
&

Portal web del Ayuntamiento de Madrid

® |MADRID

Tramites Actualidad El Ayuntamiento  Distritos Contacto idioma v Q "‘

CON ‘r’ft\i“‘f&‘iﬂ .

Direcdiones y teléfonos Atencion a la ciudadania

Lo mids visto @ Oficina de Atencion a la Ciudadan...  Oficina de Atencidn Integral 3l C... ~ Oficina de Atencidn a la Ciudadan...

ﬁ‘ Contacto > Contacto > Sugarencias y reclamaciones

®@ar-2  Sugerencias y reclamaciones R

Mayoral Decree of 17 January 2005, which regulates the Citizen Services of
the City Council of Madrid

Mayoral Decree of 7 December 2015 which regulates the working of the
City Observatory

Special Commission of Suggestions and Complaints
Act 57/2003 of 16 December, on Local Government Modernisation
Measures

2 Calidad
» Evaluacion

(lbservatorio

Obijective

Recipients

Advantages

Description

Indicator

Data




Objective -
Recipients

l

To improve the
municipal services
offered .

To I?rl.ng the / CITIZENS, \
Administration

closer to citizens
by establishing a
communication
mechanism, with

natural and legal
persons and other
organisations that are
recipients of

A\ 4

To discover citizens’

municipal services
needs and demands reciprocal \ P /
with the subsequent feec[iback. J / Municipal \
enriching and
adjustingg;n the / : . Organisation
renovation of public To adJu.st. the public Departments in
oolicies. policies and R Government
/ services to citizens’ Departments,
| preferences and Districts,

K expectations. Autonomous Bodies
To detect where J \ and Companies /
malfunctioning and
deficiencies occur
in the services that
are provided

Suggestions and
Complaints
Commission

Plenary Session

Suggestions + Complaints & Commendations

To contribute to promoting
citizen proximity,
J participation and control.

: Calidad

> Evaluacion m MADRI D



Suggestions and Complaints + Congratulations

®

It develops a culture for
citizen participation
that expands their
vision and intervention
in municipal matters

It enables for citizens’
opinions about the
services provided to be
known, adjusting public
policies to citizens’
preferences and
requests.

It identifies the areas
for improvement and
the aspects of the
Municipal
Administration that, in
the citizens’ opinion,
are not working
properly

It encourages
communication
between citizens

and the Municipal

Organisation,

guaranteeing
citizens a quick,
personalised and

appropriate
response to their
requests

It promotes the
image of an
approachable
Municipal

Administration that
listens to the needs
and expectations of
citizens and is open

to improve those
aspects that these
citizens consider
necessary

The DGTyYAC (Directorate-General of
Transparency and Citizens Service), Under-
Directorate of Suggestions and Complaints, as a

supervisory unit, is responsible for
the
Suggestions and Complaints (general and tax),
statistical exploitation and resolving incidences;
asa unit, upon receipt, the re-
direction to the units that are responsible for
the services that are object of the Suggestions
and Complaints for them to be processed and
answered.
The DGTyAC informs the Special Suggestions
and Complaints commission and the Plenary
Session of the development of the system.

Each municipal unit whose services are
object of a suggestion, complaint or
commendation is responsible for
to this. In the field of
taxation, this responsibility lies with the
DGTyAC, Under-Directorate of Suggestions
and Complaints.



C

Suggestions and Complaints + Commendation

/ All citizens,

whether or not
they are
residents of
Madrid and users
of the services

City Council.

provided by the

)

they complain
about.

/

Calidad
Evaluacion

*www.madrid.es/con-
tactar and mobile
internet

*Telephone 010

* OACs (Citizen Services
Offices)

*Oficinas de Atencidn
Integral al Contribuyente
(taxpayers advice bureau)
*Registry Offices

Description Portal web del Ayuntamiento de Madrid | MADRID
Tramites Actualidad El Ayuntamiento  Distritos @ Idioma Q
About
Who can hat? How? Why?
suggest, what:
complain and
commend? 4 ’ To res"ond to
Ab h Through various h pd
ou.tt e channels: t em and, most
services importantly, to

analyse them to
detect where
there is a
malfunctioning of
the services and
to put
improvement
actions into
practice.

/

*Municipal dependencies
(via post or electronically)

»
»

@ MADRID



C

Suggestions + Complaints & Commendations

Description

/1. General Suggestionsh

Complaints: refers to all
the services provided by
the City Council of
Madrid, apart from the
tax services and those
provided by municipal

\companies. /

refers to the tax services
provided by the City Council. In
this case, although the Agencia
Tributaria Madrid (Madrid Tax
Agency) is responsible for the
services that are object of the
Suggestions + Complaints, it is
not responsible for processing
and responding to this, but
rather the Under-Directorate of
Suggestions and Complaints,

@pendant of the DGTyAC is. /

Calidad
Evaluacion

ﬁTax Suggestions + Complainh

Sugiera o reclame

Contacto

ﬂ Municipal Companie}

Suggestions + Complaints: it
is compulsory for municipal
companies to make a
Suggestions + Complaints
system available to service
users, although they do not
process these pursuant to
the general procedure, nor

with the same IT
application. Municipal
companies also draw up
annual management
reports of the Suggestions +
Complaints, which come

together with the general
and tax reports are are
presented to the Special
Suggestions and Complaints

Commission and the

Qlenary Session. /

ﬁ\e Suggestions + Complaints

and Commendations are
classified according to the
issues they deal with. These
issues correspond to the
municipal Action Areas:
culture, sport, public spaces,
health, tourism, etc. All of
these are separated into the
sub-issues, concerning the
specific public services of the

Action Area.
/General Suggestions +
Complaints  establish  the
reasons as a second analysis
criteria, referring to the
different quality attributes of
the services: facilities,
equipment, staff, response

capacity, reliability, etc.

/

@ MADRID




C

Suggestions + Complaints & Commendations

Indicator

Data

Calidad
Evaluacion

2007 2011 2015
Genercaol ;‘ﬁag;stt;ons Y| 26374 37,675 53,696
Tax Suggestions + 2,694 3,898 4,968
Complaints
Municipal Companies
Suggestions + 18,088 13,317 13,919
Complaints
TOTAL 47,716 54,890 72,583
Sugerenc_ias y
rel:lamal:lclnes
‘\*r, De caracter De caracter Estado de
general tributario tramitacion

@ MADRID



Suggestions + Complaints & Commendations

®

Field 2007 2011 2015
Social cohesion --- 0.00
1 sl e eslion Social services 1.20 2.93 3.93
and Social Services
Education and youth 1.02 0.44
2 | Culture 2.53 2.94 5.01
3 | Sport 5.24 7.04 5.95
4 | Economic and Technological Development 0.59 0.37 0.70
5 | Employment 0.02 0.25 0.13
6 | Public spaces 12.68 9.42
21.40
Trees. Green areas. Cleanliness. Water
13.31 23.13
7 Environment 6.99
8 | Mobility and transport 36.07 31.87 37.31
9 | Citizen relationship 2.32 2.67 3.75
10 | Health 1.51 1.24 1.75
11 | Safety and emergencies 4.46 5.41 3.15
12 | Tourism 0.07 0.23 0.05
13 | Urbanism 2.32 2.88 2.34
14 | Housing 4.67 0.94 0.23
City Administration 8.52 7.76
15 7.30
Internationalisation 0 0.01




m .

C Indicator

O Data

=

(O
©

3 General s

eneral Suggestions +

E gg. 2007 2011 2015

E Complaints

o .

@) Received 26,374 37,675 53,696

oJ

A Answered 21,942 35,078 43,347 Goals May
et 2019

=
LQO- % answered / received 83.20% 93.1% 80.73% Suggestions
= + Complaints
o Average response time 31 29 38 res.ponse
O time:

+ 35 calendar
2 Archived without response 3,693 1,693 3,412 days

RS,

4(7’) General Suggestions +

GOJD Complaints processed in 20 29.06% 23.27%

Qo calendar days

>

) General Suggestions +

Complaints processed in 45 --- 67.1% 48.27%
calendar days

*From 2012, those that were not answered in the term of 3 months are added

C Evaluacion to this (previously 6 months) % |MADRID



C

Suggestions + Complaints & Commendations

Strategy: Transparency, open government, opening of data and re-utilisation

Actions: Improve the Suggestions and Complaints System

Design and referral of the weekly morutormg report to the 01/06/2015 30/09/2015
Government Meeting
Publication of the Suggestions and Complaints information on the
Open Data Portal 01/03/2016 30/05/2016
Design and referr'al of the perlod|§ monltorln_g r‘eport to the 01/09/2016 30/09/2016
Suggestions and Complaints Commission
Definition of the requirements of the new Suggestions and
Complaints management information system within the intelligent 01/11/2016 31/01/2017
Madrid MiNT project
Implementation of new Suggestions and Complaints management
information system within the intelligent Madrid MiNT project 01/01/2017 30/06/2017

Calidad
Evaluacion

& MADRID



Open Government

The Open Government has the objective for people to collaborate in the creation and improvement of
public services and in the strengthening of transparency and accountability. It is based on 3 pillars:

Transparency

Obtain any kind of information

Transparency

regarding the City Council of Madrid

Citizen Participation PR

Decide what the city of Madrid that

you want should be like

Open Data

Open Data

All the data from the City Council is

yours.

Gobierno abierto

Transparencia Participacion Datos abiertos

datos

Accede a la informacion / La ciudad que quieres sera la abiertes

publica municipal ciudad que quieras

Accede al portal de datos
abiertos municipal

Portal
transpar‘encm

MADRID



Transparency

Portal de transparencia del Ayuntamiento de Madrid

(lbservatorio

Obijectives

ara que todo lo que suceda-esté ala vista-de todas las personas

: - - o e
| D2 L.L.XV Recipients
i . .. Medio >
A Recursos Informacion Economia y Relacion con . Accesoala ¢
Portada Organizacion h S : / ambiente y : =
umanos juridica presupuestos | la ciudadania ; informacion
urbanismo
o . - Advantages
Lo mas visto @ Acuerdos = Mesas de contratacion = Composicion
& Portada

What is @
transparency? l - X

Description
* Ordinance of Transparency of the City of Madrid passed by the Agreement of Indicator
27 July 2017 of the Plenary Session of the City Council of Madrid. Data

* Agreement of 2 July 2015 of the Government Meeting which determines the
publication of the agendas of the Regional Ministers with governmental

responsibilities.

"t Calidad m MADRID
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Objectives

Transparency

To make the
information regarding
the City Council
available to everyone in
compliance with the
current obligations of
active publicity, and
enabling the right to
access public
information to be
exercised by anyone.
This guarantees a more
informed, more
responsible and united
society, capable of
demanding appropriate
accountability and a
more efficient and
innovative
Administration.

Recipients

4 N

Natural and legal
PERSONS and other
organisations that
are recipients of

municipal services

\_ /

3

/ Municipal \

Organisation Units in
Government
Departments,
Districts,
Autonomous Bodies

\ and Companies /

Other Public
Administrations

Municipal Staff

"t Calidad

> Evaluacion

WHEHS
transparency?

Check the implementation

of the City Council’s
transparency
obligations

& MADRID



Transparency

C

Calidad

The DGTyAC (Directorate-General of
Transparency and Citizens Services), Under-
Directorate of Transparency,

the City Council’s actions
regarding transparency (active publicity
and right to public information),
the Transparency Portal and provides

in this matter to all

units of the City Council.

Each unit within the City Council is
responsible for the  preparation,
supplying, quality and updating of the
information published on the
Transparency Portal regarding their
services. Likewise, they are in charge of
processing and resolving the requests
received to access public information
(competency in accordance with the
information requested).

Evaluacion

People can form their own objective
opinion about the City Council of Madrid
and its management

It enables people and social organisations
to enforce their rights

It increases the quality of policy decision
processes

It increases the efficiency of the
municipal organisation, enabling correct
accountability

It prevents corruption

It makes the trust in governmental
processes grow

It increases the efficiency of the
municipal organisation and therefore its
competitiveness, legitimising the actions
of those that manage it

& MADRID




Transparency

Description

The City Council of Madrid’s
Transparency Portal was launched at the
end of 2012 when Act 19/2013, of 9
December, on transparency, access to
public information and good governance,
was still a project. Since then, and now
with a clear regulatory framework, the
Transparency Ordinance, the Portal is
consolidated as an ideal space to make all
municipal information available to
citizens.

The active publicity obligations outlined in
the Transparency Ordinance consider the
publication of information with regard to the
following content blocks: M Institutional and
corporative information ® Plans and
programmes
M Legally relevant information
M Economic, budgetary and statistical
information @ Human resources
M Information regarding citizen services and
participation M Environmental information
M Urban information M Mobility

Furthermore, the Transparency Portal
contains information regarding  the
competences of the City Council of Madrid,
its organisational structure, dependant
public bodies and municipal mercantile
companies per Government Department
and, if appropriate, the founding or statutory
regulations that govern their working where
applicable.

A
h)
J

\
T
are que.toi:lo lo que suceda_esté-ala vista-de todas las personas

[V VIR RARN )/

Recursos Informacion
humanos juridica

Medio
ambiente y
urbanismo

Economia y Relacion con

Organizacion < 5
& presupuestos | la ciudadania

informacion
Lo més visto @

ﬁ Organizacion

Acuerdos ~ Composicion = Actas y érdenes del dia de los pl

©@a=a  Qrganizacién

¢ Cuales son, como funcionan y qué hacen los diferentes érganos de gobierno y
administracion del Ayuntamiento de Madrid?

El Pleno >

Juntas Municipales de

Distrito Aqui podras conocer los medios que utiliza para desarrollar sus competencias segun

la Ley 22/2008, de 4 de julio, de Capitalidad y de Régimen Especial de Madrid y
aquellas otras que por remision le estan atribuidas en la Ley 7/1985, de 2 de abril,
Reguladora de las Bases del Régimen Local. Asimismo, |a legislacion estatal y
autondmica sectorial puede atribuirle otras competencias.

Junta de Gobierno >

Organigramas y
competencias | | ) o _
Ademas podras acceder a contenidos individualizados como los perfiles:

profesionales, agendas institucionales, declaraciones de intereses, gastes
protocolarios y de viajes...

Agendas institucionales

Gastos de viajes y
protocolarios

Accesoala ¥



Transparency

The OTCM (City of Madrid’s Transparency Ordinance) anticipates
Description the creation of a catalogue in which the bodies or municipal units
responsible for the preparation, supplying, quality and updating
of each of the content and information of the active publicity
obligations are identified.

This catalogue, approved by Decree of the Delegate of the Government
Department of Citizen Participation, Transparency and Open Government on
3 March 2017, outlines the following information:

: Calidad
Evaluacion

* Type of information: headings of groups in the OTCM

* Article of the OTMC: section and paragraph

* Generic concept: concept below which it is published in the Transparency Portal

* Content: description according to the obligation gathered in the OTCM

* Superior organisational structure: superior body or administrative unit
responsible for the content.

e Content controller: body or administrative unit responsible for the preparing,
supplying, quality and updating of the information.

* Updating frequency: content review frequency.

* Observations for publication: additional information regarding the publication.

© On the Transparency Portal the file can be downloaded as an Excel file.

@ MADRID



Transparency

Description

\

The request to access to information via the Transparency Portal
process guarantees the right to access citizen information gathered in
the international scope as a inherent and essential fundamental right

for the freedom of expression

/

4 )

Any natural or legal person
can request access to the
public information.

\_

- /

y

Public information is considered
as the content or documents,
regardless of their format or
media, held by the
Administrations and other
entities obliged by the
transparency laws and that have
been put together or acquired
when exercising their roles. A
large amount of this information
is already published on the
Transparency Portal.

: Calidad
Evaluacion

/

The information request process is made up of the following:

1.

Information request: this can be made online via the
Transparency Portal or in-person in the Citizen Services
Offices. This should contain the identification, name,
surname and address of the applicant. If they do not
wish to provide this data, they must always give an
email address, which will be sufficient unless stated
otherwise.

Resolution: the application will be resolved by the
person responsible for the relevant body or entity,
depending on the information requested. The
resolution and communication of this will be
undertaken in the maximum term of one month.
Communication: notification of the request will be sent
to the applicant and interested third parties that have
intervened in the process, the appeals and claims
against the resolution will be contained within this.

@ MADRID



o R 2008 | 2009 | 2010 | 2012 | 2014 | 2017
qc) Data Madrid’s score in the City
E Council’s Transparency Index 76.9 91.3 91.3 96.3 92.5 100
o (ITA)
%2
c
(O 2007 2008 2009 2012 2014 2016
—
= Citizen perception of the transparency of
- --- 23.10% 38.4%
the municipal government - Gral survey
2014 2015 2016
Transparency Portal usage data (since 2014) 40,117 55,999 128,818
Overall evaluation of the Portal (since 2017)
Public information access requests 723
AR The accessing public 651
Estimated percentage of public information access requests information process was 68.6
launched in December 2015 i
Average response time to public information access requests
Percentage of public information access requests resolved in the 67
time frame
Overall evaluation of the access to public information
(since 2017)

*Data until 30 April 2017, after this it will be measured with a new means of calculation. The data on resolving in the time frame is calculated
regarding the resolution date. In terms of the percentage of estimates, it must be considered that those not estimated are largely not
admitted, it is not that they are rejected.



Project: Transparency

Strategy: Transparency, open government, opening of data and re-use

Transparency

Passing of Transparency Ordinance 01/07/2015 15/09/2016
Creation of a lobbies register 01/09/2016 31/07/2017
Boosting and improvement of the Transparency Portal 01/07/2015 31/03/2019
Publication of the reglon.al ministers, managers and temporary 01/07/2015 31/12/2017
cabinet staff agendas
Transparency and improvement within public information 01/09/2015 31/03/2019
access requests

— S—

' "TRANSPARENCIA

Para que todo lo que suceda esté-ala vista-de todas las personas

"t Calidad
> Evaluacion
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Open Data
e ey 0

datos abiertes ;Qué estds buscando? Objectives

Recipients

ATy \de.dataSibiertos padras encontfatghiosios
i LS proyecto-referentes al Ayanfifiento dg Madrid.:/
Gl = S N A AN T A

Acerca de Datos Abiertos Ogo ’

Advantages

ﬁ Acerca de Datos Abiertos > ¢Qué son?

" Act 37/2007 of 16 November on the re-use of public sector information

(modified by Act 18/2015, of 9 July) Description
= Agreement of the Government Meeting of 14 January 2010 that

establishes the criteria of the reusing of documents from the management Indicator

of content system published on the municipal website www.madrid.es Data

= Directive 2003/98/EC of European Parliament and Council of 17 November
2003, on the re-use of public sector information

"t Calidad

> Evaluacion m MAD RI D


http://www.madrid.es/

Objectives

Open Data

Recipients

v To promote the access to municipal government data and to

encourage the development of creative tools to attract and
serve the people of Madrid

v'To serve interested individuals and companies so they can use
public information

v'To provide greater transparency to all Public Administrations

v'To increase the coordination and exchange of information
within the City Council

\

|:> Natural and legal PERSONS and other
organisations that are recipients of datos abiertes
municipal services

J
4 . . . .. . I
Municipal Organisation Units in Government
Departments, Districts, Autonomous Bodies and
L Companies )
Other Public Administrations ]
Municipal Staff ]

: Calidad y
> Evaluacion
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Open Data

It enables for the data and the
information that the City Council has to
be published so that it can be re-used
throughout the the world, without
access, copyright or patent restrictions
or other control mechanisms.

It creates trust in the municipal
Administration because it displays the
work that is undertaken in its units and
how the public resources are managed
and invested

It helps general economic development
and the generation of new sectors and
services for people

It increases the internal quality of
information

Calidad

Evaluacion

The DGTyAC (Directorate-General of
Transparency and Citizens Services), Under-
Directorate of Transparency, is responsible for

the publication of
data on the Open Data Portal and for
that the information published is exact, precise
and complete and that it is periodically updated
so that it can be used by interested parties

Each municipal unit is
the data that it manages and is responsible for on
the Open Data Portal, and for maintaining it
updated at all times

Access to the Open Data Portal and the use of
the information this contains are the sole
of the person or organisation that
uses it.

& MADRID



Description

Open Data

The Open Data project is a global initiative connected with the Open
Government policies, which aims for all data and information to be
published in an open, regular and re-usable way, without access,
copyright or patent restrictions or other control mechanisms. The
initiatives is economic development,
efficiency, citizen participation and to encourage transparency.

philosophy sparking these

The City Council of Madrid’s Open Data Portal
(launched in March 2014 and currently regulated
in the Transparency Ordinance) is dedicated to
promoting the access to municipal government
data and encouraging the development of
creative tools to attract and serve the people of
Madrid.

< C [ ® datos.madrid.es/portal/site/egob/menuitem. 9612264045581 87cF35CF3584f 1a5a0/ vanextoid = 374512b9ace9f3 10VanVCM1000001 7115 Yr

datos abiertes (Qué estds buscando?

Conjuntos de datos

_ Listado con el catalogo completo de conjuntos de datos que el Ayuntamiento de

Madrid pone a disposicion de los ciudadanos. Este listado puede descargarlo en
formato RDF (DCAT) o CSV. De cada dataset se presenta su sector, la fecha en la
que se incorporé al catalogo, su periodicidad, el numero de descargas totales y los
formatos en los que esta disponible.

Se pueden realizar filtros utilizando los elementos que se despliegan en 'Fitrar por..."
para limitar los resultados a ciertos sectores, formatos y periodicidades, ademas
de ordenar por nombre y fecha de incorporacion.

Datasets that the City Council of Madrid
has and makes openly available to
people are published on this Portal.

They can be downloaded as a number
of file types such as CSV, XML, XLS, RDF,
etc.

The publication of new datasets
regarding the City Council of Madrid’s
services can be requested from the
Open Data Portal.

@ MADRID



Open Data

: Calidad

Description

The information published on the Open Data Portal can be re-used for
commercial and non-commercial purposes. Re-use is understood as the
use of documents held by the City Council of Madrid, providing that said
use does not constitute a public administrative activity.

The general structure of each data file

contains:

= Name/ title of the dataset

= Description

= Data of catalogue incorporation

= Last metadata update

= Publication of the data on the portal

= Downloads: files to download and the
formats in which they are available

= Sector

Science and technology

Trade Environment

Culture and leisure Rural environment and fishing
Demography Health

Sport Public sector

Economy Security

Education Society and well-being
Employment Transport

Energy Tourism

Finance Urbanism and infrastructure
Industry Housing

Legislation and justice

» Evaluacion

The Open Data Decalogue enables for there
to be standardisation among all
Administrations. All the open data initiatives
should share the same principles and
definitions that are listed in the decalogue.
This is a basic point for the inter-operability
and efficient use of the synergies carried out
by all the agents and users

Madrid is the first city to

|

e o - ® dhere to the International
. sl B Open Data Charter, formally
e Rre adopted by seventeen

* s @n governments of countries,

. ‘ © * % states and cities at the Open
open data Government Partnership

charter Summit on Open Data in

Mexico in October 2015.




Open Data

Indicator
Data Q
2014 (*) 2015 2016
Datasets available on the Open Data Portal 143 209 238
Datasets downloaded 261,145 793,683 1,834,494
Downloadable resources on the Portal 585 1064 1450
Registered re-users 13 40
Users of the new portal’s overall evaluation (since .
2017)
Requests for the publication of new datasets --- --- 40
Average response time to requests for new datasets 3

(*) Since the Open Data Portal was launched in 2014

: Calidad
Evaluacion
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Open Data

Strategy: Transparency, open government, opening of data and re-

use

Actions: Boosting and improvement of the Open Data Portal

(catalogue and functions) open data management model

Definition of the Open Data Boosting Plan 01/01/2017 30/06/2017

Putting together of the inventory (?f data from the City Council of 01/02/2016 30/06/2018
Madrid

Encouragement of participation and collaboration initiatives 01/04/2016 31/03/2019

Launching of the Open Data Boosting Plan: evolution of the portal 01/07/2017 31/03/2019

Portal de datos abiertos del Ayuntamiento de Madrid

® | MADRID

Calidad
Evaluacion
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Data Protection

Portal web del Ayuntamiento de Madrid m ‘ MADRID Objectives
Tramites  Actualidad  El Ayuntamiento  Distritos  Contacto Idioma v/ Q
. Recipients
[ ' o :
- /. v‘d“' 4
“PROTECCION DE'DATOS PPV
r v \ 0%
/: :‘"‘..,o e e
Lo mas visto ® Proteccion de datos
ﬁ Proteccion de datos = Proteccion de datos
dta- & o Description
Proteccion de datos € Volver
: . Indicator
* Organic Act 15/1999 of 13 December on Personal Data Protection Data

* Regulation (EU) 2016/679 of the European Parliament and of the Council
of 27 April 2016 on the protection of natural persons with regard to the
processing of personal data and on the free movement of such data

) Evakuacién & MADRID



To guarantee the confidentiality of the personal information
Objectives |:> that the City Council has available, ensuring the compliance of
the requirements established by the applicable regulations in
all municipal actions, and the exercise of the fundamental right
to data protection.

Data Protection

4 "\ [ Municipal Organisation Units
CITIZENS, .
in Government Departments,

NS E> pr:ar?;fsl :Eg :iiaelr Districts, Autonomous Bodies
organisations that and Companies )
are recipients of B
kmunicipal services/ [ Municipal Staff
J

It increases security in the processing of citizens’ personal data,
Advantages [> being constituted as a quality attribute of the services.
J
It internalises data protection procedures It establishes a continuous
in the City Council of Madrid’s daily management of the
administration  endeavours, with a information in order to
minimum impact on the productivity and protect the information. )
efficiency of services. )

@ MADRID



The DGTyAC (Directorate-General of Transparency and Citizens

Services), Under-Directorate of Electronic Administration, is

Data Protection

responsible for
directing and promoting the City Council of Madrid’s data protection
plan. It establishes and implements the criteria to comply with the data
protection regulation and provides
municipal unit for its management. It plans and undertakes of

the project and for creating,

to the agents in each

the legally anticipated security measures in the files and the processing
of personal data that is applicable.

Each municipal unit is for
carrying out the guidelines established
regarding data protection by means of the
designated agents.

The Spanish Data Protection Agency
(AEPD), is the with
regard to the City Council of Madrid’s
data protection. It is responsible for
verifying  that the  corresponding
regulations are adhered to, with the
power to apply sanctions and carry out
inspections.

: Calidad
Evaluacion

Description

U

This project was implement in the year 2005
with the passing of the City Council of
Madrid’s Data Protection Plan which defines
the lines of actions in this regard:

- /

1. Organisational structure: determination of
those responsible for the actions -> responsible
units (Directorate-General and similar units)

and the agents.

- /

@ MADRID



Data Protection

ﬁStandardisation of procedures: definition h

c -

CCC

/Tramlng and dissemination: giving courses

m general courses aimed at all municipal employees,
m specialised courses for agents m specific courses
for certain groups (010 staff, elderly services, etc.) As
a main means of dissemination, a space on the AYRE

3 Security elements: that ar
standardised throughout the
entire organisation, with a
broad vision made up of: m ICT
Security Elements, m Physical

o

intranet _has been created, which gathers all of the
information on this matter, with a channel for
inquiries regarding the data protection unit.

Security Elements and =
Functional Security Elements,

including audits.

the procedures for data protection management
for their implementation throughout the entire
organisational structure. For example: Protected
Files Declaration Process, the informative
heading of article 5 of Act 15/1999, common for
all forms and sheets that gather data and printed
sheets for exercising the rights to access, cancel
or modify data.

/

5. Approval: of instructions and all internal

regulations necessary and in force in this
regard.

L g

/6. Updating: all the wupdates in the\
protection of data from the City Council are
being reviewed and updated for their
adaptation to the new European regulation
and the new future data protection act

N /




Indicator

DE]#)
(]

o

Data Protection

2007 2011 2015
Files declared to the AEPD - 30 395
File controllers --- 11 72
Agents and support staff - 19 143
Audits undertaken - 19 13
Reports |.ssued for q.uerle.s and . 182 241
resolution of queries raised
Analysis of informative headings of
--- 131
forms
Reports about contract§ that involve . 26 471
data processing
Training actions - 11 7
Instructions - 1 0

: Calidad
> Evaluacion
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Data Protection

Strategy: Transparency, open government, opening of data and re-use

Actions: Personal data protection plan.

Security plan 01/01/2017 31/01/2018

Adaptation to the European Regulation 01/01/2017 30/04/2018
Adequacy of the file registration 01/10/2016 31/03/2019
Recruitment reports 01/10/2016 31/03/2019
Consultancy 01/10/2016 31/03/2019

Training 01/10/2016 31/03/2019

Calidad
Evaluacion

& MADRID




Management by
Processes

Obijectives
' Calidad
i MADRID ) . . f ig ini
8 City Council of Madrid’'s Processes Maps RN I Recipients
Buiuue|g suonel=y uoReuIllIassIq uciyediomied
FEied A oibaieng puIEL:;ujaqm nl;e:?ﬁ:uiung uszRD
= Advantages
Citizens Citizens
Direct provision of servic
Responsibilities
Compani - - Compani
e and Authonsations, Notifications and es and
Other Provision Registrations Other
Entities of Entities
Services: . .
Promotion: Grants, Aid, Prizes Descrl pt|0n
to
Other Inspection and Protection of Legality Other
Public Public Indicator
Administ Administ
rations rations Data
Mediation and Arbitration
Collabor Collabor
ating - ating
Entities Sanctions Entities
r: Infrastruct d Eco i
n ure an nomic- -
o terial Technology H Gl Quality and -
NI Feals rg'g?;.frr& | anddata | &gﬂﬁéaes | Evaluation | | Contracting C o
2
7t Calidad
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Improvement of

v
Q
m . . . .
$ Obijectives Recipients
o
| -
& V s
To organise and manage as a / \ / Municipal Organisation \
group of mutually related CITIZENS, Units in Government
activities, or which interact natural and legal Departments, Districts
among each other, transforming persons and other Autonomous Bodies and
requests /needs) into results are recipients of \ J
(satisfied needs), with the aim of municipal services | ( ~
improving the services provided. \ / Municipal Staff
g J

* It directs the activities towards the full satisfaction of
citizens and their needs.

* |t identifies each unit’s processes and their inter-relation
among each other and with other units.

* It measures the processes through indicators, enabling
them to be evaluated and continuously improved.

Advantages

"~ Calidad

7 Evaluacion m MAD RI D



The DGTYAC (Directorate-General of
Transparency and Citizens Services), Under-
Directorate of Quality and Evaluation is
responsible for the
management by processes and their

improvement, providing technical
and guidance to the municipal units that so
require and for defining the and
undertaking studies and analysis of
processes in order to simplify and
standardise these.

Processes

Improvement of

Each municipal unit is for
adhering to the established processes
according to its competences, and for
evaluating and identifying areas for
improvement so as to guarantee a better
services for citizens

et

Description

ﬁhis project aims to improxv/e the quality of municipzh
services. The City Council of Madrid’s Processes Map
has been put together and updated, developing
certain units’ management by processes, mainly
those that use the following quality models: Service
Charters, CAF and EFQM models and ISO, EU and UNE

\standards. J

The processes:
= are started from an event that constitutes its input,

which could be a citizen’s need, requirement,
request, complaint, etc.

= A temporal sequence of inter-related activities are
deployed.

"= There are some limits which are the activities that
mark the scope of the process, its beginning and its
end.

= They are undertaken by means of a series of
processes and with determined resources: human

Output (people), material (economic, facilities, devices, ICT

f\ Value
\ Calidad added

Evaluacion

systems, etc.), technical and methods.

= They are undertaken in order to achieve an
objective, which is the result or output of the
process. W AU NIWY



Improvement of

Processes

Description

Various components can be found in all of the processes
that are undertaken each day.

What do we do? In other words, the activities
that we undertake during the course of the
process in order to produce the result.

Who does it? in other words, the human
resources, the people that undertake the
activities of the processes, with their degree of
implication, motivation and competency to do
so, a degree of control over the course of the
process and feedback that they receive
regarding their actions, etc.

Why do we do it? Meaning, the objectives of
the process, in terms of the desired and
achieved results which coincide with the service
that we provide.

Who do we do this for? Meaning, the recipients
of the process.

How do we do this? That is to say, the procedures

and standards that apply in the undertaking of
activities, the course and sequence that these
follow

What do we do this with? In other
words, the material, technological
and financial resources that we use
to undertake the activities

How
?
N e

With LN | ]

wha_t? _ ‘.I'I!rho?
For

who?

How much time do we invest in
this? Meaning, the time that
passes between one activity and
another, or the time that passes
between the beginning and end of
an activity.

.

: Calidad
Evaluacion
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Improvement of

Depending on the role that the processes play in
Description the general working of the organisation, they are
classified into three types:

v

m Strategic processes: take place at all the organisation’s levels of management and planning and they

Processes

provide the framework of reference for the operative and support processes.

For example: the strategic planning processes with the establishment of objectives for the entire
organisation, those involved in the implementation of quality plans, internal and external
communication, in the establishment of budgets, alliances, etc.

m Operative processes: are those that are undertaken in order to produce and offer the services that
are provided to citizens. In general, they are the processes that take up the most time for the
organisation and that use the most resources. THEY ARE the processes that correspond to the services
provided by the unit, and thus they are different for each unit.

m Support processes: provide the resources that are necessary in order to undertake the other
processes.

For example: the processes involved in computer system, in the management of human resources,
economy/finance, administration, ICT and in the maintenance of facilities, etc.

For each of these categories, the KEY PROCESSES can be identified which
effectively contribute to the organisation’s mission and strategy. To a large
extent these coincide with the operative processes, but they can also be

Calidad strate iC or su ort processes.
JCalidad v g pportp MADRID




Improvement of

Indicator

Data

Processes

2007

2011

2015

Units that have implemented
management by processes

16

39

59

Percentage of updated
processes

"t Calidad
> Evaluacion
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Knowledge Management

Planned and continuous management of
processes and activities in order to boost
knowledge and increase competitiveness
through the better use and creation of
individual and group knowledge resources.

Discover and
organise

Put into
practice

Use

72 Calidad y
Evaluacion

/ \
Cycle of
Knowledge

Assimilate
and learn {

AYRE Municipal Intranet
Training in Quality

Exchanging of
Experiences and Good

Practice

Make it
accessible and
disseminate it

Transfer and
communicate

Comprehend
and learn it

& MADRID



ayre

“AYRE” Municipal Intranet

AYRE AYuntamiento en REd (City Council on the Net)

=

&

= | ayre JRINISL,

Esta en: Inicio

Novedades

ayre general

ayre sectorial a mi ayre

Avisos

Manual de elaboracién del Presupuesto
26,/06/2017 - Manuales econdmico-financiero

Direccion General de Hacienda

[ PoF QRN

Normas Elaboracion Presupuesto
General 2018

20/062017 - Normas de elaboracién

Decreto, de 19 de junio de 2017, del Delegado del
Area de Gobierno de Economia v Hacienda, por el
que se dictan las normas de elaboracidn del
Presupuesto General del Ayuntamiento de Madrid
para el afio 2018.

["PoF RV

®% Curso de Direccién y Gestién de
T 1 Instalaciones Deportivas Pablicas
& 26/06/2017
Plazo de solicitud hasta el 7 de julio. Convenio de
Colaboracion Formativa entre el Ayuntamiento de
Madrid y 1a UPM (INEF)
Ayudas de estudio de trabajadores
+ m concedidas y denegadas. Convocatoria

Orgullo Mundial 2017: Ames a quien ames, Madrid te quiere
23/06/2017

Exposicion de pintura y artes plasticas de personal del
Ayuntamiento

22 /062017

Operacion kilo. Recogida de alimentos en Alcala, 45
20/06/2017

Creada la Mesa de Derechos Humanos del Ayuntamiento de
Madrid

19/06/2017

Taller de impresion infantil

19/06/2017

VET Mas

Actualidad en Madrid.es

La ética de los cuidados,
principio rector de la
nnlitiea del Avmintamisntn

I

Bisqueda avanzada

s ® o
Transporte Callejero  El tiempo
g
reésumenceprensa

A

o
£ .,
A

£Qué puedes
? hacer desde
ayre?
ayre

[ A (%
Soporte informatico

ACCION
SOCIAL

Councillor Decree of 16 November 2006 on the Management Model of
the Municipal Web Portal (munimadrid) and the City Council of
Madrid’s Intranet (AYRE)

: Calidad
Evaluacion

Obijectives

Recipients

Advantages

Responsibilities

Description

Indicator
Data
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AYRE Municipal Intranet

Obijectives

|

To enable internal
communication and
support management
among municipal staff in
order to provide citizens
with high quality
services

Recipients

To encourage
collaboration, learning,
management and re-use
of knowledge with the
aim of increasing overall

intelligence

—

N—

™

Municipal staff City
Council and

~~ | Autonomous Bodies |

_

To allow for staff
participation in the
organisation’s
management and
decision making

departments, districts

: Calidad
> Evaluacion

Everyone that has access to
the Intranet, to personal
information and
administration, to the open
content and the restricted
content for those that have
permission to access this

_/

Municipal units:
Government

and Autonomous
Bodies

@ MADRID



ayre

The DGTYAC (Directorate-General

of Transparency and Citizens

Services), Under-Directorate of

Quality and Evaluation, plans,

Advantages

AYRE Municipal Intranet

\

~

It provides a common
work area to access
administrative services,
information, application
and other elements that
staff need in their jobs.

N J

»

It encourages
the
effectiveness
and efficiency
of internal
processes

&N

»

defines, coordinates and
undertakes the monitoring of the
municipal intranet, exercising the
roles of the Ayre unit coordinator.

4 )

It is an instrument that
supports the City Council
of Madrid’s strategic
objectives

NG J

Each unit manager is

responsible for the content
published on AYRE in their area

»

It streamlines
the existence of
multiple and
disperse
information
circuits

»

/It creates autonomy
and co-
responsibility of the
services with regard
to communication
and the
management of
\____information

of responsibility

It reinforces the
interaction and link
between the City Council
and the people that
make it up.

-

o

)

It supports staff
with information
and
administrative
services for their
professional

J

. development




Description

g

Information and institutional
administration

AYRE Municipal Intranet

Organisation

* Planning

* Corporate identity
* Open Government

For administrative services:

Information, processes and
applications

The “AYRE” intranet is an integrative and participative portal which
encompasses all of the organisation’s staff and units.

~

e Standards...
\ J

MADRID ayl’e IniCiO ayre general  ayre sectorial

Budgets
* Purchasing
* Security
*  Mobility

k' Data Protection

a mi ayre

It is used by 73% of possible users and it is the
for internal communication,
participation, collaboration and the transferral
of knowledge within the organisation

main channel

~

/

For people: Information,

processes and applications

J

: Calidad
Evaluacion

Social action
Training

Presence monitoring
Provision of posts

Work relations...

~

Collaboration, participation and

links

J

Opina sobre Lenguaje Claro

Surveys, forums
Management of ideas
“Nos conoces” (get to
know us) project,
competitions...

Fecha prevista de finalizacion: 25/07/2017

Han respondido a la

1 c¢Estas familiarizada/o con el concepto de lenguaje claro?

Si 52,8% (596
Mo 47,2% (533)

2 <Conoces el Manual de Lenguaje Administrativo del Ayuntamiento de Madri

si 37,1% {419)
Mo 62,9%



Description E ::: ayre SOC]al

City Council of Madrid’s social media that enables information to be exchanged and tasks to
be shared among a work team in an effective, simple and private way.
* Recipients: Staff at the City Council and its Autonomous Bodies

Objectives:

* Tointernally apply the principles of open
government (transparency, participation
and open knowledge)

* Departmental and social project
communities. Open and private.
* Professional profiles

AYRE Municipal Intranet

* To improve the collaboration and —— -
coordination among work teams . commm—
* To improve internal communication and o. 0
participation ﬂ ﬂ @ ‘ ,
* To boost the mutual knowledge among oesde pumabacen ayre o camscn s

staff, encouraging their dialogue

ayre i Q...
i %4 “Jf’ '
social ¥
S u b- D BI Gestores y usuarios Investigacion de Justificacion Ordenanza Portales web y
. ocume nts Og de ayre... Madrid Salud Electrénicall... Terrazas gestiénde c...
community
Autoevaluacion CAF Madrid Salud
Photos,
Calendar videos, 29 6.087 562 o
Miembros Visitas Actividades

podcasts

: Calidad
4 E\?allu:tcién m ‘ MADRID



AYRE Municipal Intranet

Indicator
Data
2007 2011 2015
Views* 4,746,843 6,512,102

Pages viewed / requested on 42,806,894 30,042,644

the Intranet™**
Single users on the Intranet* 16,516 19,723 19,735

AYRE sectoral - 10 16

AYRE social: implemented

communities

*The users metrics are directly related to the potential users (municipal staff) and have fluctuated significantly in recent

years

**The decrease in page views from 2015 in comparison to previous years is due to a change in the way the auditing tool

measures.

: Calidad
> Evaluacion
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employees

Strategy: To develop the leadership of managers and potential of public

Actions: AYRE social, implementation of an internal collaborative and
participative social media for all employees.

AYRE Municipal Intranet

Definition of the AYRE social Strategy and Government model 01/02/2016 30/06/2016
Implemented communities 2017 01/01/2017 31/12/2017
Implemented communities 2018 01/01/2018 31/12/2018

223 ayre social

C Calidad
Evaluacion
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Training in Quality

Boletin Oficial del
Ayuntamiento de Madrid

Plan de formacion

Plan de Formacion en Calidad

C

Resolution of the Director-General of Organisation, Legal Framework and
Training, which publicises the City Council of Madrid’s Training Plan...

: Calidad
Evaluacion

Obijectives

Recipients

Advantages

Responsibilities

Description

Indicator
Data

& MADRID



Training in Quality

C Calidad
Evaluacion

Objectives

Training, a tool for change

|

%

This project has a two-fold objective;
on the one hand, to provide municipal
staff with the knowledge, techniques
and skills needed to offer quality
public services, successfully
developing the quality projects
implemented in the City Council,

and on the other hand, boosting their
individual abilities, creating a leverage
effect within the organisational
structure of the City Council of
Madrid, improving the working
environment and increasing the
motivation of its professionals.

Municipal

Recipients
% Staff

~

/

Municipal Organisation
Units in Government
Departments, Districts and

N Autonomous Bodies )

The DGTYAC (Directorate-General of
Transparency and Citizens Services) coordinates,
draws up and undertakes the monitoring of a
training plan with regards quality aimed at the
entire organisation, in coordination with

the Escuela de Formacion (City Council of
Madrid’s Training School), the municipal unit
responsible for planning and executing the
training policies for municipal staff. It organises
training events, coordinates the management of
the training plan and collaborates with different
institutions to contribute to the municipal staff
training activities.




Training in Quality

: Calidad
» Evaluacion

Advantages

To transmit the necessary knowledge
in  order to deal with the
implementation of new quality
projects in the City Council of Madrid,
involving staff in the process of
consolidating the organisation’s new
management culture.

To adjust the personal and professional
profiles of the workers at the City Council
of Madrid to the professional and technical
profiles required to undertake the actions
planned with regard to quality.

T

S

To create a shared culture (principles,
values, behaviour and attitudes) and a
common language throughout the
organisation.

To motivate, engage and comprehensively
integrate all of the City Council’s
employees, guaranteeing their implication
and participation in the municipal
management improvement process.

PLAN DE FORMACION DEL AYUNTAMIENTO DE MADRID 2017

CURSOS

GESTION PUBLICA Y DE RECURSOS HUMANOS

FORMACION TRANSVERSAL VIRTUAL

TA-05-2099-V Introduccién a la Calidad|

@ MADRID



" Escuela Virtual

Description Ayuntamiento

4 .de Madrid

/The training actions that make up the Training in Quality Plan are part of the Training\
Plan for public employees of the City Council of Madrid and its Autonomous Bodies,
that is drawn up and managed by the City Council of Madrid’s Training School every
year. The training actions are directed at staff at all the municipal units with the
purpose of them gaining knowledge in the techniques and tools necessary in order to

Koffer qguality public services. /

Training in Quality

The training actions are grouped and managed according to their content and they change
according to the training needs of each moment. In most cases they are activities that are open
to all municipal staff, but there are some restricted scenarios, for example the activities aimed
exclusively at Linea Madrid staff:

Citizen Services: m Standardised creation of municipal forms m Social media on the

Administration 2.0 m General Register m Appointments m Management of activities and
events on madrid.es m Management of electronic forms m Management of SER (Regulated

Parking Service) m Management of Tarjeta Azul blue transportation cards m Webtrends
analytics m CRM m Notification systems m Services for disabled citizens m Services for
immigrant citizens m In-person services at Linea Madrid m Municipal taxes m Sign Language
m Management and quality of information m Positive management of emotions at in-
person services m Coaching for a quality Linea Madrid service m Violence management in
. .iuaal the OACs (Citizen Services Offices)

' . B MADRID

' Evaluacts




C

Training in Quality

Description

CURSOS

-

COMUNICACION Y ATENCION A LA CIUDADANIA

FORMACION TRANSVERSAL PRESENCIAL

TA-04-2785-V Calidad y Atencién a la Ciudadania

PLAN DE FORMACION DEL AYUNTAMIENTO DE MADRID 2017

Electronic Administration: =  Citizens’
electronic access to public service m SIGSA
(Comprehensive Management and
Administrative  Monitoring  System) |
Administration management on the City

Council’s electronic office m Management of
electronic forms m registration operations for
the accreditation, issuing and management of
public employee electronic certificates.

Transparency: m Transparency and open data
in municipal management = Open
Government ® Municipal transparency
regulations m Access procedure.

Quality and Evaluation: m Introduction to quality

m CAF and EFQM Excellence Models m Service
Charter methodology m Planning and evaluation
instruments m Evaluation of plans, programmes

and projects m Quality management tools

m Organisation and working of improvement
groups m Evaluation of needs and citizens’
satisfaction with the services methodology =
Quality and citizen services m Internal
communication as a management strategy in
organisations m Basic management of content for
the Intranet portal m The City Council of Madrid’s
Intranet.

Data Protection: m Data protection and

legislation  for staff m Data

Protection agents

municipal

Calidad

Evaluacion

Suggestions and Complaints: = Citizen
suggestions and complaints m Management of
the suggestions and complaints on PLATEA
(corporate file processing platform) and gathering
of business intelligence reports.

@ MADRID




>~
= .
— Indicator
S Data
g 2007 2011 2015
c A A E A E
a0 Citizen Services 2 5 10 23 24 34
— " Electronic Administration 2 9 5 13
£ g
(O -,,g Transparency == | == it Mo 1 3
|: <uto Quality and Evaluation 6 22 11 | 11 15 | 26
(=
'S Data Protection y) 16 2 11 2 7
()
= Suggestions and Complaints 1 4 2 3
Total 10 | 43 26 @ 58 51 | 92
Citizen Services 4.14 4.40
c
-g Electronic Administration — 4.05 4.80
(8]
j'g Transparency 3.99
© Quality and Evaluation 4.16 410
g :
g Data Protection 4.36 4.72
@ Suggestions and Complaints 4.18 4.06
A: Training Actions // E: editions

Eokiats & MADRID



Exchanging of Experiences
and Good Practice

Organisation and participation in forums, events,congresses and

seminars

Evento Europeo de

Usuarios del @{

Corporate member of Organisations

Q AEC 6 club excelencia en gestion

ASOCIAGION ESPARIOLA PARA LA CALIDAD g.eﬁti.qn

Collaboration with public and private organisations

Publications

" Calidad
" Evaluacion

*

{FEMP} Red de Entidades Locales por la Transparencia

ANIVERSARIO

SISTEMA DE CARTAS DE SERVICIOS
AYUNTAMIENTO DE MADRID

2005 - 2015

S y la Participacion Ciudadana

Obijectives

Recipients

Advantages

Responsibilities

Description

Indicator
Data

& MADRID



Exchanging of Experiences and Good Practice

Obijectives

To share knowledge in
the issues that are
object of the different
projects that make up
the Quality Plan,
enriching the
organisation both in
terms of good
practice and internal
experiences and the
experiences of other
organisations.

Recipients

For which we must:

m identify and share good practice and quality experiences;

m acquire methodology than enables for it to be known how good
practice was developed, in such as way that any unit could put this

into practice, adapting it to their specific circumstances;

m create an innovative Administration that is aware of the changes
happening around it and that is capable of adapting to new
challenging by applying dynamic solutions.

]

/

CITIZENS,

natural and legal persons and
other organisations that are
recipients of municipal services

~

Municipal Staff

: Calidad

' Evaluacion

Other public and private
organisations involved in
guality issues

/ Municipal \
Organisation
Units in
Government
Departments,
Districts,
Autonomous
Bodies and

k Companies /

@ MADRID



To know the quality actions and initiatives undertaken by other
administrative units in the City Council of Madrid or other organisations so
that, should it be decided to implement them, they can be adapted to the
specific circumstances of the unit that implements them.

To acquire methodology that enables for action plans that have been
followed in the implementation of good practice to be specifically and
systematically designed in such a way that any unit can put them into
practice and adapt them to their particular situation.

To create an innovative Administration that is aware of the changes
happening around it and that is capable of adapting to new challenging by
applying dynamic solutions.

To increase the motivation of staff in those units which, in light of the results
obtained, see that their efforts regarding the improvement of municipal
management are rewarded.

The DGTyAC (Directorate-General of Transparency and
Citizens Services) and the units that make it up, in
relation to their respective competences, are responsible
for the activities through
which both internal and external exchanging of
experiences and good practice is encouraged.

Exchanging of Experiences and Good Practice

O eicady, 8 | MADRID



In order to identify and share the good practice and experiences

regarding quality and transparency and in the

work groups that constitute these. fO o ' Q EC
comunlcaclén A
interna &

** ASOCIACION ESPANOLA PARA LA CALIDAD

*FEMP* Red de Entidades Locales por la Transparencia
K gk y la Participacion Ciudadana

Q
O
+ Description |:> of quality, the City Council of Madrid undertakes the following
(C actions:
| .
(a8
@ /Organisation and participation in events, dJOfI!w Ud Europ'ean CAF
e, . Internacional da Users' Event
G, forums, congresses and seminars both Gestao Publica a{
e internally and externally, nationally and =
c : : . . .
= |nter.nat|onally, |r.1 matters of quality, citizen ANIVERSARIO
ppe services, evaluation, transparency and data SISTEMA DE CARTAS DE SERVICIOS
. AYUNTAMIENTO DE MADRID
Q protection, etc. 2005 - 2015
O /
-
Q
=
()
<
q"t' Participation in associations and networks E>
®)
o]0
=
Qo
-
(O
L
O
x
L

ok EUPAN |

Public european public administration network
Administrations
Excellence Forum

) o & MADRID




Exchanging of Experiences and Good Practice

C

Description

‘ GOBIERNO MINISTERIO
DE HACIENDA
¥ FUMCION PUBLICA

Real Casa de la Moneda
Fébrica Nacional
de Moneda vy Timbre

1 a)3

Ayuntamiento

de Malaga
e
\
b ¥3
Y]
UCCI

CA TALESIBEROAMER!BANAS

UHIAO DE CIDADES
AAAAAAAAAAAAAAAAAAAAAAA

VAN
LAl

UNIVERSIDAD AUTONOMA
DE MADRID

I
© merco

CIUDAD
TRANSPARENCY
INTERNATIONAL

Calidad ¢
Evaluacion

Collaboration with other public and private,
national and international organisations:

m State Administration: Ministry of Finance
and Civil Service, the Directorate-General of
Traffic, Directorate-General for the Cadastre,
Fabrica Nacional de Moneda y Timbre , etc.
m Autonomous Regions: Madrid, Castilla y
Ledn, Generalitat Valenciana, ...

m City Councils: Alcobendas, Barcelona,
Calvia, Malaga, ...

m Universities: Complutense, Rey Juan
Carlos, Auténoma, Carlos Ill, Oberta de
Catalunya, ...

m Other public organisations: Spanish

Federation of Municipalities and Provinces
(FEMP), Union of Ibero American Capitals
(uccr)

m and private organisations: Transparency
International, Merco Ciudad, etc.
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Exchanging of Experiences and Good Practice

: Calidad
* Evaluacion

Description |:> /Creation of publications which gather work methodology

and tools for the quality and improvement of the
organisation. These are published on AYRA for the whole
organisation to be aware of them. Initially they are all
created on paper, but now digital and other formats are

used (e.g. videos).
of Madrid’s procedures. /

Inventory of the City Council

Electronic Administration
management manuals
on the management of electronic certificates,

administration of procedures and the

elaboration of electronic forms.

Service Charter methodology.

Self-assessment, improvement and m_m
certification with CAF and ERQM models

methodology. | |
Guide for the completion of surveys.

Methodological guide for the creation and
monitoring of a Strategic Map and of the
Government Programme.

Suggestions and Complaints manual.
Training and informative forms from the Data
Protection Service. :

En esta seccion se recogen tutoriales, manuales, instrucciones, recomendaciones y
buenas practicas relacionadas con la gestién de portales y contenidos.

@ MADRID



Clear Communication

Commitment to the
right to understand

COMUMICACION CLARA COMUNICACION CLARA

Combination of texts,
images and shapes

Each knowledge area

Area which affects . )
has its own logical

texts, vocabulary and COMUNICACION CLARA o
: traditions
grammar
Investigates the mental mechanisms of
7 Calidad v

& Evaluacion informative processing

Obijectives

Recipients

Advantages

Responsibilities

Description

Indicator
Data

Goals / Results

2015-2019

& | MADRID



4 N
To easily, directly, transparently, simply and efficiently

communicate relevant information to citizens.
\ Y,

/Easy reading enables for barriers to be overcome with\
Because citizens comprehension, learning and participation. The aim is for all
demand that the municipal staff at the City Council to have a practical tool for

, , using language, which without removing traces of the “sub-

information that they system” of local administration language, prevents

Objective

Clear Communication

receive or that is unnecessary incorrectness and becomes closer to the standard
communicated to them use of the Spanish language, being accessible for citizens.
through any of the K /

currently available
means is
understandable, direct
and adapted to their
needs.

Recipients

/Municipal Organisation\ 4 b
Units in Government @ Other Public
Departments, Districts, s CITIZENS ~N [ ™~ Administrations

Autonomous Bodies ’ \ )
d Combanies natural and legal persons Municipal
\_ an P - and other organisations Staff
that are recipients of
\ Calidad \_  Mmunicipal services  / \_ J
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Clear Communication

The Directorate-General of
Transparency and Citizens Services,
Under-Directorate of Quality and
Evaluation is responsible for

the other
municipal units to reformulate their
information within the parameters of
clear communication, by establishing
general criteria and parameters,
guidance and training, etc.

Each municipal unit is responsible for
implementing clear language in the
information that it uses and transmits
to citizens.

Effectiveness, impact of the message and accessibility: if
clear language is used, the message will be received and
understood; the impact will be greater and it will be
more accessible.

Transparency and credibility: clear communication
reduces discretion, it boosts transparency and it
reinforces democracy by facilitating access to the
information and making it more credible; this
encourages the exercise of citizens’ rights.

Generation of trust: the compliance of citizen obligations
is a direct consequence of trust in institutions being
generated.

Security in the face of ambiguity: there is security in
comprehension when there are not various possible
interpretations, especially incorrect interpretations that
lead to error.

Localisation of information: clear wording should give
way to the clear identification of the message and,
within this, the secondary idea.

Time and costs reduction, preventing conflicts: if the
message is clear, no other resources are needed to
explain what is not understood.

Reduction of the dissatisfaction and the feeling of lack of
citizen transparency.



Clear Communication

Description

ﬁseek the use of simple, clear

and direct language that
enables citizens to focus on the
message that the issuing
institution wants to transmit
and for them to understand it
effectively. The simplification of
administrative language in all
municipal communication,
whether oral or written,
encourages the transparency
and efficiency of its bodies.

C Calidad
Evaluacion

It is essential

B
LN

Communicating what citizens need to
know in a clear, direct, simple way implies
using correct grammatical structures and
suitable words. D

The simplification of administrative language has the
main aim of formulating clear, specific messages so
that the citizens to which said messages are aimed,
receive the information they need without particular
difficulty. )

that citizens understand so that they

can exercise their rights and comply with their

democratic obligations.

@ MADRID



The City Council of Madrid launched the Clear
Communication Project in June 2017. For this the
following actions are planned and undertaken:

Description

1.- Writing of the first City Council of Madrid documents in Clear Language

Clear Communication

2.- Creating a document about how to write in clear language (Recommendations, instructions,
guide, manual, etc.):

- Grammatical rules - Tools

- “Creative” resources - Standardisation of documents or parts of documents

- Validation testing
J Evahiacion % | MADRID



The City Council of Madrid launched the Clear
Communication Project in June 2017, carrying out the
following actions:

Description —

3.- Launching and organising a Clear Communication Work Group for the analysis and writing of
complex documents

Work process: Document identification -> Re-wording in clear language -> External
review -> Legal validation

Clear Communication

4.- Adoption of a Clear Language symbol

5.- Creation of an area on AYRE and madrid.es

6.- Launching of an awareness campaign:

Event by/with the Mayor’s Office — Press release — Videos — Press conference — Media —
Notification on AYRE and madrid.es — Social media

7.- Organisation of training sessions with the document created with recommendations and
examples

9.- Creation of a repository of documents and good practice
BEFORE - NOW

10.- Evaluation of the 2017 results in order to continue advancing

Eokiats & MADRID



Clear Communication

Commitment to the
right to understand

COMUMICACION CLARA COMUNICACION CLARA

Combination of texts,
images and shapes

Each knowledge area
has its own logical
traditions

Area which affects
texts, vocabulary and
grammar

Investigates the mental mechanisms of

) Galidad y informative processing

¢ Evaluacion
-

Obijectives

Recipients

Advantages

Responsibilities

Description

Indicator
Data

Goals / Results

2015-2019
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To easily, directly, transparently, simply and efficiently

communicate relevant information to citizens.
\ Y,

/Easy reading enables for barriers to be overcome with\
Because citizens comprehension, learning and participation. The aim is for all
demand that the municipal staff at the City Council to have a practical tool for

, , using language, which without removing traces of the “sub-

information that they system” of local administration language, prevents

Objective

Clear Communication

receive or that is unnecessary incorrectness and becomes closer to the standard
communicated to them use of the Spanish language, being accessible for citizens.
through any of the K /

currently available
means is
understandable, direct
and adapted to their
needs.

Recipients

/Municipal Organisation\ 4 b
Units in Government @ Other Public
Departments, Districts, s CITIZENS ~N [ ™~ Administrations

Autonomous Bodies ’ \ )
d Combanies natural and legal persons Municipal
\_ an P - and other organisations Staff
that are recipients of
\ Calidad \_  Mmunicipal services  / \_ J
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Clear Communication

The Directorate-General of
Transparency and Citizens Services,
Under-Directorate of Quality and
Evaluation is responsible for

the other
municipal units to reformulate their
information within the parameters of
clear communication, by establishing
general criteria and parameters,
guidance and training, etc.

Each municipal unit is responsible for
implementing clear language in the
information that it uses and transmits
to citizens.

Effectiveness, impact of the message and accessibility: if
clear language is used, the message will be received and
understood; the impact will be greater and it will be
more accessible.

Transparency and credibility: clear communication
reduces discretion, it boosts transparency and it
reinforces democracy by facilitating access to the
information and making it more credible; this
encourages the exercise of citizens’ rights.

Generation of trust: the compliance of citizen obligations
is a direct consequence of trust in institutions being
generated.

Security in the face of ambiguity: there is security in
comprehension when there are not various possible
interpretations, especially incorrect interpretations that
lead to error.

Localisation of information: clear wording should give
way to the clear identification of the message and,
within this, the secondary idea.

Time and costs reduction, preventing conflicts: if the
message is clear, no other resources are needed to
explain what is not understood.

Reduction of the dissatisfaction and the feeling of lack of
citizen transparency.



Clear Communication

Description

ﬁseek the use of simple, clear

and direct language that
enables citizens to focus on the
message that the issuing
institution wants to transmit
and for them to understand it
effectively. The simplification of
administrative language in all
municipal communication,
whether oral or written,
encourages the transparency
and efficiency of its bodies.

C Calidad
Evaluacion

It is essential

B
LN

Communicating what citizens need to
know in a clear, direct, simple way implies
using correct grammatical structures and
suitable words. D

The simplification of administrative language has the
main aim of formulating clear, specific messages so
that the citizens to which said messages are aimed,
receive the information they need without particular
difficulty. )

that citizens understand so that they

can exercise their rights and comply with their

democratic obligations.

@ MADRID



The City Council of Madrid launched the Clear
Communication Project in June 2017. For this the
following actions are planned and undertaken:

Description

1.- Writing of the first City Council of Madrid documents in Clear Language

Clear Communication

2.- Creating a document about how to write in clear language (Recommendations, instructions,
guide, manual, etc.):

- Grammatical rules - Tools

- “Creative” resources - Standardisation of documents or parts of documents

- Validation testing
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The City Council of Madrid launched the Clear
Communication Project in June 2017, carrying out the
following actions:

Description —

3.- Launching and organising a Clear Communication Work Group for the analysis and writing of
complex documents

Work process: Document identification -> Re-wording in clear language -> External
review -> Legal validation

Clear Communication

4.- Adoption of a Clear Language symbol

5.- Creation of an area on AYRE and madrid.es

6.- Launching of an awareness campaign:

Event by/with the Mayor’s Office — Press release — Videos — Press conference — Media —
Notification on AYRE and madrid.es — Social media

7.- Organisation of training sessions with the document created with recommendations and
examples

9.- Creation of a repository of documents and good practice
BEFORE - NOW

10.- Evaluation of the 2017 results in order to continue advancing

Eokiats & MADRID



2017
This work is under a Creative Commons Attribution 4.0 International License.

Direccidon General de Transparencia y Atencion a la Ciudadania [Directorate-General of Transparency and Citizen
Services]

Area de Participacion Ciudadana, Transparencia y Gobierno Abierto [Department of Citizen Participation, Transparency
and Open Government]

Ayuntamiento de Madrid [City Council of Madrid]
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