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% Internet Access

ﬁ Household 95%

% Enterprise 100%

Transaction Type

% Interaction with %
public authorities

@) Info obtained 65%
ﬁ i. Form download 53%
L; Form filled return 57%
@) Info obtained 74%
;. Form download 83%
L; Form filled return 85%
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The eCitizen Charter as a tool for public sector innovation

through citizen engagement and social accountability

Matt Poelmans
Director

CitizenVision eParticipation Institute, Netherlands

However, better Government is not only about digitization of existing products and processes, but about
designing new ways in which to serve the customer and to create public value. Both the challenge and the
benefit lie in collaboration: within the public sector and between the public sector and civil society.

NuUUIMINAs§RRlYeansldmalulagitnundiewini uinanefanisaseassaionisivig
1o “ABUaUBIAINNABINITURIUTEYBY (Citizen-Centric) waza319RMANLANUNIASY (Public
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Methods of contact

People can contact the National Ombudsman|
in several different ways:

Number of
complaints

Many citizens would prefer a
quick, oral method of complaints
handling and resolution.The
National Ombudsman has
tailored his complaints handling
and registration procedures
accordingly. This is why this
annual report gives the figures for
complaints in a new way. The total
number of complaints was down
4% compared with 2012

26,257 25574

7946 7.909

5512 4,550

A1550938UAILTMNLANA18YDINIS NINTANI N9DLUE LAZNAAVNNY LazIN1SANNUANTDULIAINITS OIS U UDE1ITALIY

fimsivadfnissusesiondou wu jUkuumssuisesdoseu wwildy uaznadugrnsvesmslimuusiudlalgwisossesseu Wudu

(by telephone or visiting his office)

(letter, fax or printed form)

(electronic complaints form, e-mail or social media)

© 2015 Deloitte Touche Tohmatsu Jaiyos Advisory Co., Ltd.

de Nationale
ombudsman

Complaints
about

Decisions in reports

Partly/ully justified 79%

Unjustified 17%

No decision 4%

Recommendations

government

The National Ombudsman can
only deal with complaints about
government. People with questions
or complaints about other matters
are helped to find their way to the
right body for them.

in reports

The Matona Ombudiman made 3 moom-
miendaticn or recommendations in 75
reports, 20% of them were implemented,

15
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Against the backdrop of a rapidly changing global and local environment, the
Singapore Public Service has to be nimble and continually improve itself in order to
keep Singapore at the leading edge.

Public Service For
The 21st Century

N

AvanzindeNvadlaniiiuasuwuasl Singapore
Public Service 32AaIAMNIINFTILATHAUIAULDIDEN
1 i i < Y o a [ .
Aatlaaivallugiinvasauuinisniasguaslan (Public

Service for 21 Century)
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Singapore Government
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The Public Service is different from the private sector in that we cannot
choose our customers. Likewise, our customers make use of public services not
so much out of choice. For this unique relationship to work effectively, there
must be a common understanding between the two parties. The Public Service
must strive to deliver its services with excellence. In return. customers must
understand that the Public Service has to balance serving the needs of

individual customers against the collective needs of the public.

Teo Ches Hean
Minister for Defence and Minister in charge of the Civil Service,
FP&21 Star Service Awards Ceremony, 14 May, 2008
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2) Service Provision Standards (SPS)
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1982 YAVDANAITLAUNIS LAUINNS (ATUNISTANLUIY)

1.1 Scheduled bus trips operated on each bus service At least 96% monthly.

1.2 Bus service should adhere to not more than 5 minutes of its Not less than 55% daily.
scheduled headway (frequency) upon departure at the bus
interchanges and terminals

1.3 Bus breakdown rate on all bus services Less than 1.5% monthly.

2.1 Bus loading during weekday peak pericds on each bus service Mot exceeding 95% daily.

3.1 Accident rate on all bus services Less than 0.75 per 100,000 bus-km per
month.

Operating Performance Standards (OPS) #3® mm'ig'mn’l'iﬁ'nﬁu\i'm Toun

* Reliability 19U 8ns15adandtosnin 1.5% salheu

* Loading W Iuuglaganssosauszimnie 1 Au lutag Peak Period Aaslaiiiu 95% sou
¢ Safety 1y SnsmsiingtRmnsioiieu dadliiAu 0.75 demsAusaniluauilains
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4.1 Availability of up-to-date
information

5.3 Bus service operating hours

5.4 Bus service scheduled

headways (frequencies)

6.1 Bus service integration in
HDB Towns

Information

O Integration

To provide hotline and information on internet website for convenient trip

planning.

To display information at all bus interchanges/ terminals with passenger
boarding activities.

To display information at all bus stops with display facilities.

To provide timetables at bus stops for bus services with long headway (1.e.

headway of 20 minutes or more, for more than 20% of the bus trips).

At least 18 hours daily, unless otherwise stipulated by the PTC.

At least 80% of bus services to operate at headway™ of not more than 10
minutes during weekday (excluding public holidays) peak periods, unless
otherwise stipulated by the PTC.

Al least 90% of feeder bus services to operate at headway™ of not more
than 10 minutes during weekday (excluding public holidays) peak periods,
unless otherwise stipulated by the PTC.

At least 85% of bus services to operate at headway of not more than 20
minutes during off-peak periods, unless otherwise stipulated by the PTC.

100% of bus services to operate at headway of not more than 30 minutes,
unless otherwise stipulated by the PTC.

At least one bus service to depart from the bus interchange/terminal at 6.00
am or earlier, daily.
At least one bus service to depart from the bus interchange/terminal at 12

midnight or after the last train service, whichever is later, daily.

© 2015 Deloitte Touche Tohmatsu Jaiyos Advisory Co., Ltd.

Service Provision Standards (SPS) %38
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Reliability | Loading | Safety

AuNUTEAA I UTDANAISEAUNISIAUSNNS

VIVIVIVIVIV 3old wazuseniAnani sauaulrussenvu

O I I I T I O y . . .

ek B | B E|E . SunsuRumaAUleveantIEu Y0 6
OU

Jun 13 Jul13 Aug13 Sep13 Oct13 Nov13

. Daily, each service's bus leading shall not exceed 95% during
weekday peak hours. (Standard 2.1)

ISETIS

SBS Transit Ltd SMRT Buses Ltd

Reliability | Loading | Safety

VIiV|IVIVIVV

Jun13 Jul13 Aug13 Sep13 Oct13 Nov13

.Accidenl rate shall be less than 0.75 per 100,000 bus-km per
month. (Standard 3.1)
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Penalty Framework for Non-Compliance with the QoS Standards

Route-based (Daily) Standards

Financial Penalty™

Standard 1.2 on Headway Adherence

$2,000 for each non-compliant day on each non-compliant route.
Standard 2.1 on Loading

Route-based (Monthly) Standards

Standard 1.1 on Percentage of Scheduled

N $20,000 per month on each non-compliant route.
Trips Operated

Operator-based (Monthly) Standards
Standard 1.3 on Bus Breakdown Rate

$100,000 per month on each non-compliant standard.
Standard 3.1 on Accident Rate

Operator-based (Monthly) standards

All SPS Standards $100,000 per month on each non-compliant standard.

*  JINATSAARIUNANITANUIUNUAUTDANAY
SEAUNISIAUINNT NUIMUIUUHANISANTUITUA

e

Yupgesoliled asaziulaanaAusun PTC lasu

=

Auurlduanaseg1malilo
*  PTC azinan sanduaulUlausudnuienns
TusnslRDeTuRg19FaLlDY
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Financial penalties for non-compliance (SGD)

PTC fmstmunaUsudmnsunsaiflaauisai
Igmufivsenalilutonnassedunmsliuinmg
Imsmﬂ%’uﬁgwmwgﬂLﬁﬁ’mamuﬁamm%’gma
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Trend of financial penalties incurred by bus operators
over the 13 QoS review periods
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