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Service Design Toolkit

Welcome tfo the UCC service design toolkit

This toolkit will support the adoption of a user-centric approach at different stages of design and delivery of
digital publi s for cifizens and businesses.
This toolkitis meant for professionals and practitioners involved in the design and delivery of digital services
and anyone involved\interested in the design of digital public services.
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How Relentless Focus on End-Users Raises
Adoption and Delivers Better Services to Citizens

[ 5 By Chrysoula Mitta, Charlotte van Ooijen
{ and David Osimo
i Chrysoula Mitta is associate director operations and community
management at The Lisbon Council. Charlotte van Ooijen is senior
research fellow and David Osimo is director of research.

The message was clear enough.! On 19 September 2007, 31 ministers from 1 .
N o > R’ This policy brief builds on the

European Union and European Free Trade Association countries committed to early research co-created for the
“deliver eGovernment services that are easier to use and of benefit to all citizens by ‘;’;‘i’)g;"“:"i‘l‘)‘::;{sf““g'lnam B
increasing user-centricity” at a summit in Lisbon, Portugal.2 Subsequent generations by the European Union. The
of ministers and officials met, deliberated and signed similar declarations — often consodtiuenincludesithe lishon

y 3 » ar decal Coundil, VTT Technical Research
accompanied by action plans and detailed annexes — culminating in Zbe 2020 Centre (Finland), Eurocities and
Berlin Declaration on Digital Society and Value-Based Digital Government, the sixth :{fufj“:g%;:_“‘:zf’l“ feoore (e
declaration of this type and the most recent iteration of this peculiar brand of Murcia, Rotterdam, Tallinn and
literature.” Emilia Romagna - and seven
2 participating cities: Barcelona,




. 1) Scrivi una mail esprimendo interesse a
partecipare al progetto a
o)

- 2) Crea un account sul sito in due

o— semplici step
® 3) Compila il form entro il 30 Giugno
2022

| risultati della dashboard saranno presentati nel Report Annuale "The State of User-Centricity"
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UserCentriCities
g Awards 2022 °

for BEST USER-CENTRIC SERVICE IN
EUROPEAN CITIES AND REGIONS

 Un archivio di servizi centrati sull'utente
nelle autorita locali o
User
* Obiettivo: facilitare la condivisione delle @Sﬁ?g S
migliori pratiche tra le citta e le regioni
europee

User-Centric Services Repository

What are the best examples of user-centric public services in European cities and regions?

How does user-centricity in local public services look like in practice?

hd I SerViZi prese ntati SO n O Stati Va I utati d a Browse the repository to learn more and add your user-centric service.

Services added to the repository become automatically candidates for the UserCentriCities Awards, given each year by UserCentriCities. For more

u n a g i u ri a i n te r n a Z i O n a | e e p re m iati CO n information on what services are eligible and how to enter yours, visit this page.
il premio annuale UserCentriCities (07

giugno 2022 in Espoo (FI))
Country Search services w

Italy (6)
Displaying 1- 10 of 19 practices (filtered) - Clear filters
Estonia (3)

Netherlands (3)

Spain (3)
gzs\;r. Finland (2)
I Portugal (1)
Cities Sweden (1)
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Welcome to the UCC service design toolkit!

This toolkit will support the adoption of a user-centric approach at different stages of design and delivery of
digital public services for citizens and businesses.

® U n to O I klt b a S ato S u I We b CO n This toolkit is meant for professionals and practitioners involved in the design and delivery of digital services
and anyone involved\interested in the design of digital public services.
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Prossimi Appuntamenti



User-Centricity Dashbooard
User-Centricity Toolkit

Report “Lo Stato della Centricita
dell’Utente” (TBD)

2022 UserCentriCities Summit (TBD)

Premio UserCentriCities 2022
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