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CITIZENS SERVICE MODEL
INNOVATIVE E-GOVERNMENT MODEL

QuALITY MANAGEMENT AND GONTINUOUS IMPROVEMENT MODEL
DOCUMENT MANAGEMENT MODEL

CITY HALL MANAGEMENT MODEL




Management Model

iIGob — Component of the new Municipal Management Model to contribute to
the construction of a Smart Municipality

= GAMLP without exclusive protocols for face-to-face service
= GAMLP with no time restrictions

= GAMLP beyond its physical spaces and geographical limits.
= GAMLP’s paperwork started from home

= GAMLP so close, that it is part of the citizen's environment.

UBIQUITOUS CITY HALL
Any service, from anywhere, at any time
24/7
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Direccion de Gobierno Electronico y Modernizacion de la Gestion

BACKGROUND AND PREVIOUS ADVANCES

10 YEARS OF CONSOLIDATION OF A MODEL



Portal Weh

The information within the website of the municipality www.lapaz.bo, is currently divided into five segments that are:

Con informacian cultural

9

Lugares Actividades
turisticos culturales

Ubicacion, descripcion y
horarios de atencion
de centros culturales

IBeasilalaal

Enhiernn | HIt
Bt o iomtt ol ity el

Tramites en linea

Desde la que podra ingresar
a 5u cuenta en el
sistema iGOR 24/7

7Gob.D @

Inicio de sesion Registro
en el sistema  en el sistema

Enlaces a ptras
paginas del municipio
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http://www.lapaz.bo/

City Portal
& T

CIUDAD DEL CIELO

Ciudad Gobierno Informacion
Maravilia Municipal de Servicios
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Online Services

Municipio en linea

iqué servicios lafo massencilla para tus
" 'ﬁa
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Plataform iGOB 24/7

® The iGob 24/7 platform promotes the modernization of municipal public management and the improvement
of citizen service, universalizing access to information, online services and optimizing interaction times, -
promoting the construction of a Smart City. ’i\GObz@
A

® This platform allows you to perform different online services, such as:

(=
Economic activities Application for business licenses or renewals. .

Citizen Correspondence Entry of applications to the different dependencies of the GAMLP.

Cadastre Online Issuance of cadastral certificates
Territorial Services Application for construction, subdivision and other permits.

Request for permits for radio taxis and delivery services

Children’s Travel Authorization Request for travel authorizations for minors.
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Plataforma iGOB 24/7

® The iGob 24/7 platform promotes the modernization of municipal public management and the improvement
of citizen service, universalizing access to information, online services and optimizing interaction times,
promoting the construction of a Smart City. i

® This platform allows you to perform different online services, such as:

Health - Medical Appointment Reserva de turnos para la atencion en hospitales municipales.
Waiting in line follow up Follow up in line shift
Follow your procedure Follow up citizen’s procedure
Pet register Pet owrnership registration

Register of economic activities for electronic commerce.

Citizen Participation Proposals for the benefit of the municipality.
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Intranet

S

COMUMICADO DGRH

COMUNICADO GAMLP-SMSID-DESP
005/2020 - D.G.R.H. N° 052/2020

14 julio 2020

LA SECRETARIA MUNICIPAL DE SALUD INTEGRALY DEPORTES Y
LA DIRECCION DE GESTION DE RECURSOS HUMANOS
COMUNICA A TODO HL..

5% COMUNICADOS
GAMLP

SISTEMAS Y
€ APLICACIONES

SISTEMAS TRANSVERSALES

SITRAM 24{7

SITRAM

NORMATIVA

SITRAM Sigue tu tramite
OBITO

UGEM

TRANSPARENCIA

SISTEMAS DE
PLANIFICACION

£+ SIM-V2
£+ SIT-V2
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& DOCUMENTOS
&8 DE GESTION

PLANIFICACION

ESTRATEGICA

i PLAN 2040
4§ PEI 2016-2020

] Presupuesta 2016-2020

Memaria 10 anos

INSTRUMENTOS
ADMINISTRATIVOS

& MPP 2020
i MOF 2020
& MP 2020



Crisis Monitoring and Management Center

192,168 514 1:3008 fapp view)/autenticecionfindschimifususrio s juanfciave= 12348 /911% 7 Cg lobalS T Cindax html

o'« "y Centro Monitoreo

Llamadas entrantes +



iGOB 24/7 Mobhile App

Pets @ Medical Appointment

Property registration for a Appointments
pet L J

Travel authorization

Request for travel bk Parking _
authorizations for Manage car parking
minors spaces

Follow up your service ’ 5 ! I?:rbtthse W

Services and procedures T

follow up P i I ‘ infractions and consultation
of tax debts.

Citizen Forum r " Complaints / claims

Proposals and @ About irregular charges,

Initiatives. L-' J Bureaucracy, bad service.
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Services Mobile App

4. 1GobH

?G b & jGoh 24/7 Verslion 2.0.15
O = |

ﬁ Inicio

2 Miperfil

Iniciar Sesion

: Cdmao quieres pagar?

Tarjcka Billetera

& cambiarry 23

M
<}

Bandeja de Notifi... [ k
Permisos de Viajes e

Reglutie o fus nifion ) Denunciosy... Muewo SIS

Condiciones de ...

Zali-dr Payic

Mimers de la tarjeta:

Fecha de Expiracion:

- ForoCludad... Mueva

: Waz ¥ UARo >t

Cadigo de Seguridad:

Q Sigue tu Tra...  Huevo
JalE !lﬂll.l:l'ﬂ?l‘ﬂﬂl.lll
e et Safkraci iy Crianiion V' Tramites del GAMLP

bl fom i1 ediit

il Bt (e TN et
SR w --
pgmm BOO 435555 |-

RONALDR RICHARD THOOMA TICOMA
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Payments from the app to reserve parking and infractions é

1051 & 5 b wslien
: Consulte su Denda e k m,g
Estacionamiento en Linea 'B
B pesncdinnes 1 > ;
(Comae quieres pagar?
i i o .
Tarjeta Billetera
B Mispiocas:® ZEGIKLR -
Pay-me-
Placa: 2841KLR
= Sale e Fayme
Bienvenido
i y, - INFRACCIGN Miimero de la tarjeta:
Aparca tu vehiculo en la zona de estaclonamiento i -
paga con tu mavil G Fecha
(- . &% - i - X Via: CALLE 9 ENTEE 14 DE SEPTIEMBRE Facha da Expiracion:
i :,'-" o - - . ¥ HERNANDIO SILES
N ™ 1\ - = r — _ Zona: OBRAJES Wes = Afio r
Cadiga de Seguridad:
a Estodo: MO corresponde a Pronto Pago e bz el
$ Monto: [ £z 22

RONALD RICHARD TECOMA TICOMS
m

@1 284IKLR

Search for Card payment

H=7
-

Civdadano(s) asegirese de activar su farets de . . . .
dibilo o cradito en su respective banco para infringements Debit or credit

realizar ¢l pago por internet

With vehicle license plate
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Urban mobility Lakaz

= | 230

LT Sopocachi
B Reserva por Internet (BELISARIO o

Estacionamiento en Linea
SALINAS)

Sopocachi

a
cal oo = o
L SRS B B

Aparen il vehlculs en la zona de estockonamients
a con i mdsrl
1 page Al CO003-0802 {é
FEORD BALALAR J

: = No Seleccionado
wy  m Espacin -
(e ° ' W Thaki

. o - ;g v N Seleccionada

CO03-0664

BELIGRITIC SALINGS

Bichifios [iempo: 30 min. ~

-3 j Seleccion... = E3

da
L™

Laboratorio Dalta ' 0.0 BS,

REALIZAR RESERVA COSTO: BS. 0.0

Q 7 Ciudadano(a) asegurece de activar :m

cAda Aahits n seadita maes sanlivae ol maon

¥EMVBFE .-_-_'": I.--"‘-.I I—_-l

Cludadans|n} asegurees de activar su tarjera da
__ j : | __ sl v "

Direccion de Gobierno Electronico y Modernizacion de |la Gestion




Health services

Contidod De Fichos Disponibles Del  Hosplial
Cotahumn.

£, TGobS

:Cdmo quieres pagar?

ELEECIALINAD FIEHA T Fuins
Tarjeka Billetera
[ p— n EREALLEI TURHD
GRELIA HANANA
GCUENTA CON HOJA DE PRTRICIA ani - 1188 wn
REFERENCIA? AnizAEA # Pay-me
'. Ret TR TREDE
iEsta Seguro de Revertir lo Generacion de Ficha LM 1538 - 1wen iR
Ficha? exitoss VEIHICE ST
moCIn
: Mimers de la tarjeta:
ek e gratoita. Sefor clodadono; m cadigo de Ackn
Seeliminord sy ficho reservada, #FL [ aen g
En coso de selecclonar "NO°, tiene CIMKLS BEMERAL “ TOHELE ALIATA TUHHD visA i |
e BOnar pos cho eh cafa del (irockan por dnir Hlyese servicio i e
Haospltol o en Hneo por este medio Fecha de Expiracicn:

“ TOMELEALTAGA  TOOMC TARDE

JOSE ORAA DD 140w - 1l
| Wes ¥ ARo Lt

weorcows iressis, [N <vene TG

o=

FLONES SARRANR Cadigo de Sequridad:
DRNITLE, 0830 [0
ATUEnE TR TREOE

Em TLoHES 1800 - 1800
DAKITIE

ROMALD RICHARD TECOMA TICONA

JESUE R0 - B30

_-:"- | MIKNENIAZAL TORRO TRADE
HARTILLA 1508 - 150
JESUs

) I_ _I . Ii * —

CONSULTAS DE
DISPONIBILIDAD

RESERVAS DE CITA MEDICA REVERSION DE CITA

PARA PACIENTES SUS MEDICA PAGO EN LINEA

PAGOS EN EL HOSPITAL
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Tax Payment

a =

e B2 s e

Buscar Contribuyente

Actividades del Contribuyente Liquidaciones de la AE Liquidaciones de la AE

Tipo de PATRIK ALVIN CARLO CARLO DENORMINACIEN M1 KATU DENOMINAZISN MI KATU
MNATURAL v = i

Persana Idenricaglon Cl-123456 LPZ FETARI FOIMIFMTOS IF FXPEMDID DF QATFGORIAS "4" Y FETARI FOIMIFNTOS DF FXPERDID TF CATFGORIAS 4" Y
Req: en Bigdata Ciudadana {5 Y

Cl 123456 FSTABLECIMIENTOS DE EXPENDIO DF CATEGORIAS ' ¥ 07 ' I i d L

| ,éz.%n e i o ;A,'”' ) e | Seleccione las liguidaciones a Cancelar | BESTION HitrbEN TRIBIfTiJng {Bs)

| : birescién Z. KOKEN| PLAYA DE CHASQUIRA, AY. SAN [ i

PMC: MIGLEL, No. 87 Sestion 012 2013 4383665 ;53
Superficie{miz)  87.00 Josto Total 507 2013 33836A7

Nﬂmhres Facha Inlsin ALINRSTOT7
| aestion 2013 . I

| betoalizar Datos i lal - P ) < | Deuda Tetal: 1355.00

: ! Sosto Total 853

‘Paterno i _ i Ubicacién O 9 buscar
Materna Costo Total 863 . e
Gestion 2015

. ENVIAR REPORTE
Gestion 2018 e IDE S
(Fiscalizar? e Vi ;
Gestion m7 FINALIZAR
Costo Total 2865 GEIAREHIS
L3t Lol
Gestion 2ma
Costa Total 3417

(aptursr
Mas:
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Business Intelligence
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Business registration and authorization
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IMPORTANT ACTIONS AND DECISIONS

How DID WE FACE COVID-19 CRiIsIS?



How to face COVID-19 crisis

Premises during the lockdown:

CONTINUE PROVIDING SERVICES TO CITIZENS
Avoid physical attendance

Try to attend most of the procedures and services

Preparatory actions:
Coordination and training for internal work
= Assignment of personnel for citizen assistance
= Enabling technological resources and communications
o VPN, Internet Publishing of Intranet Services
= Enabling internal IP telephony on cell phones
o Video conferencing tools (Zoom and others)
= Information campaigns: iGob24 / 7 platform, toll free 800 13 5555
= VR + 20 people answering calls
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Covid-19 App

NOSOTROS VELAMOS
POR TU
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Covid-19 Observatory

=rd
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OBSERVATORIO
£ COVID-19

Proveer informacién util, oportuna y confiable sobre &l COVID-19
en &l municipio de La Paz para contribuir al proceso de toma de
decisiones de gestores publices, empresarios vy la sociedad.



Covid-19 Observatory
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e-Commerce - Caserit@ Virtual LaPaz
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DESCUBRE LOS MEJORES SERVICIOS CERCA DE TI
COMERCIO ELECTRONICO EN:

REPOSTERIA




Comercio Electronico - Caserit@ Virtual
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Online Citizen Letters
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Links to External Systems ﬁ
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Citizen Contact Center

TOTAL SERVICIOS BRINDADOS

ATENCIONES VA TELEFONICA LLAMADAS REALIZADAS
A USUARIDS

27.094 17.734

¥ -19,8% coutar:| 15.166

am: 2007 A 2 568
\ oate: 5,398
- - usac: 15,420
Affective d effective e

UNIDAD ORGANIZACIONAL QUE

communication with citizens. e
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Citizen Gontact Center

It was created with the object

tegic resource for
communication and interactio gh which accurate
and timely information can be ices / procedures
with trained service manager I on defined work
methodologies and procedures

SHINGIVES
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Citizen Contact Center

The Citizen Contact Center integrates different services:

Territorial and cadastral Real estate or vehicle
administration procedures tax payments

Allows the citizen to choose 8
between 4 macro service options Y )
o-> 8
1| #
Procedures for Other municipal services

Economic Activities
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Citizen Gontact Center

For its operation use the tools:

v

For information management they use VPNSs that allow them to
have secure access all GAMLP systems




Citizen Contact Center

Flujo de atencidn @

: ’ ’
ll\ l“\ l“\
Ciudadano Gestor de
senvicios
) &
Solicita Apertura ticket
atencion de atencion
Registro
3
O W s e
Recibe O Requiere gestion
resliuesta @J posterior O .




Citizen Contact Center

Servicios brindados Centro de Contacto Ciudadano, marzo, abril y mayo 2020

B Atenciones OPromedio

Servicios brindados Centro de Contacto Ciudadano, agosto 2020
$8egis 0 S p
B Atenciones OPromedio
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Final thoughts

"Accelerated Digital Transformation"”, far beyond a phrase
Mandatory evolution of management models

Verification of the importance of Electronic Government (instrumental -> Enabler)

Necessary adoption of new work practices and coordination

Renovation of the citizen trust in their Local Government

Knowledge and appropriation of use of technological resources
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Final thoughts

Complete the regulatory framework for the post pandemic
Naturalize the new work approach (teleworking) and coordination

Promote and sensitize actors to achieve More affordable Internet

Overcome the identified gaps
Consolidate the strategy of socialization of services to citizens

Continue on the path of digitization of Municipal Management
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Connective Cities Virtual Global Exchange on Municipal Response to COVID-19 in the Area of Governance

THANKS FOR YOUR ATTENTION

ROBERTO ZAMBRANA

roberto.zambrana@Iapaz.ho
Twitter: @RobertoGZF
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