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|FOREWORD|

SINCE THE BEGINNING of its mandate, the Italian Government has faced an important
challenge: upgrade the quality of the Public Administration by 2012 so as to  ful-
ly meet the expectations and needs of a society that is undergoing momentous
changes. Thus the “2012 e-Government Plan” was launched with a twofold and
ambitious goal: on the one hand, thanks to the adoption of the new technologies,

initiate a reorganization and renewal process aimed at reshaping the Public Administration
so that it would embody the criteria of efficacy, efficiency and cost-effectiveness which are the
primary characteristics of public action, and on the other, initiate a virtuous cycle that will
spill over from the public administration to the rest of the system involving citizens, busines-
ses and institutions.
Such a complex and articulated undertaking was guided, immediately, by the key principles
that inspired the drafting of this Italy e-Gov Report by the Standing Committee on Innova-
tion for the Regions and Local Authorities.  
First of all, in order to “act” – and above all to “act effectively” - knowledge is mandatory. Set-
ting aside the European rankings and international classifications that have often offered a
picture of Italy that has not always been wholly truthful, this Report intends to tell us whe-
re we stand, what results have been achieved thus far, and what is happening in the Coun-
try two years into the implementation of the e-Gov Plan.
We must further bear in mind that a concrete and valid strategy for change and innovation
cannot ignore the local level. Practice, behaviours, cultures, fruition modalities, organizatio-
nal rationales, and projects are all firmly rooted in the economic fabric which is the recipient
of the administrations’ work.  
It is with this awareness that this Report, which is the outcome of cooperation between Cen-
tral Government, Regions and other stakeholders, provides a snapshot and an analysis of the
state of progress of the application of e-Gov in Italy and at the level of the local communities. 
The aim of this “atlas” is to reconstruct and map the changes which are underway in order
to gather, measure and make visible the results (that are at times scattered or insufficiently
known) and the innovation processes accomplished by the whole of the public administra-
tion, especially the local administration.   
The method is based on taking pictures at the “local level” in order to understand what can
be expected – immediately and by everyone – thanks to an accountable administration which,
by going against the traditional idea of bureaucracy, puts itself actively at the service of ci-
tizens and businesses.  An analysis is made of the components that make up the local level in
order to learn from local success stories, understand how and where to get value for money,
and focus commitment on all those actions that are capable of ensuring, from North to South,
a convergent and unifying development.
Only in this way, and only thanks to the contribution of all the players who operate locally,
is it possible to imagine a transparent, dynamic and credible administration that is worthy
of a leading democracy, the ideal place for an exchange of ideas and innovative solutions, in-
terpreter of the needs of a society that urges its governors to respond more effectively to the
challenges posed by current changes.

Renato Brunetta
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|INTRODUCTION AND MAIN FINDINGS|

FOR YEARS THERE HAS BEEN a substantial convergence of opinions as to the need to “ac-
celerate the modernization of the public administration”.  Indeed everyone agrees on
the need of putting in place policies capable of renewing a Public Administration (PA)

that is often perceived as being expensive, slow and inefficient. 
Innovation of the public administration is a driver of transformation and development for the
Country not only because it means offering citizens and businesses new and better services,
but above all for the cultural changes and higher expectations it triggers. Starting down this
path makes it possible to achieve at least two goals at one and the same time. On the one hand,
as a result of the adoption of the new technologies, the PA can be reshaped based on criteria
of efficacy, efficiency and cost-effectiveness, while on the other, a virtuous cycle can be trig-
gered whose effects will spill over from the PA to the local communities involving citizens,
businesses and all other institutions, thus creating an environment that is conducive to in-
novation.
Immediately after being sworn in, the Government formulated a programme, that was later
included in the 2012 e-Gov Plan, designed to bring about a PA that works, simplifies and spe-
eds up procedures.  

The actions for modernizing the PA, initiated with the approval of the Plan, are part of a broa-
der European strategy (Europa2020) aimed at getting Europe on track for smart, sustainable
and inclusive growth promoted by the Commission with the approval of the new European
Digital Agenda designed to maximise the social and economic potential of ICT.

The e-Gov Plan clearly sets out the priorities to be pursued at the various levels of government
and defines a set of digital innovation projects designed to modernize, make more transpa-
rent and more efficient the entire public administration (in both the North and South, in the
central and peripheral areas of the Country), improving the quality of services delivered to ci-
tizens and businesses and cutting costs for the community. 

Once the strategy was defined, actions were taken. Major improvements have been achieved
in improving the relationships between PA and its “customers”, by endowing citizens with a
certified e-mail service free of charge with which it can interact with all the sectors of the PA,
by setting up Linea Amica (Friendly line) a Help-line service, a network of PA contact centres,
by providing user-friendly networks to multiply the channels providing access to various ty-
pes of public services.    

Major initiatives have been taken in the education sector where the Department for the Di-
gitization of the PA and for Technological Innovation (DDI) has distributed over 3,300 Mul-
timedia Interactive Blackboards and as many laptop computers to some 1,100 schools, which
come to add to those distributed by the Ministry for Education, Universities and Research
(18,000), and by the Regions (around 900).  The ScuolaMia Portal provides digital services to
the families such as online school reports, notifications to parents through short message ser-
vice (SMS)s on mobile telephones, electronic booking of parent-teacher interviews and requests



8 | D I G I T A L  A G E N D A  I T A L I A

2010 e-Gov Report. Italy

for certificates. In a matter of a few months, over 2800 schools of all levels and orientations
across the Country spontaneously joined this initiative.

In the universities, initiatives have been taken to increase WIFI coverage, and online servi-
ces have been introduced in 55 universities, reaching out to a total of some 90% of the who-
le student population. Moreover, in the universities the digitization and administrative sim-
plification process has been stepped up with the introduction of services such as Online en-
rolment and electronic recording of exams, electronic student records, digitization of infor-
mation flows, and the adoption of VoIP services. 

And finally, in the Health sector major interventions have been made to simplify and digiti-
ze the basic services (online prescriptions and online sickness certificates, booking medical
examinations via web) and create infrastructure for offering health services that are closer
to the needs of citizens while at the same time improving quality for money. 

Why an “atlas” on e-Gov in Italy

The encouraging results obtained during these years suggest that the direction we are mo-
ving in is right.  However, we don’t have a precise picture of the changes under way. And this
is all the more negative if one considers that the Country – especially in this area – presents
major inequalities which often go beyond the traditional classifications by macro-areas, by
region and in general by geographic categories. 

It is therefore necessary to take a magnifying glass, go down to the community level and ana-
lyze and classify the various experiences, local solutions and best practices. And this should
not (or not only) be done because we want to offer models capable of being inclusive, but in
order to take into account and give visibility to the many local experiences, sensitivities and
innovative cultures that the Country is expressing in the North as in the South, at the cen-
tre as in the periphery.

At the heart of this “atlas” therefore there is the local dimension of e-Government: a snap-
shot of the solutions that the PA has achieved at the local level, in the local administrations,
and in the decentralized offices of the central PA. This explains why, in this first Report, al-
beit being aware of the importance of the systems related to the great platforms for taxes,
social security and business demographics, it was decided to focus on analyzing the other
themes to which the e-Government plan attaches priority.  

Structure of the Report and Main Results 

The Report consists of two parts.
By retracing the priority actions for developing e-Gov in Italy, the first part gives a snapshot
of the changes under way, describing the renewal process that is involving the PA across the
Country. The second part contains 21 fact sheets or progress reports of the Country’s 21 Re-
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gions showing the progress achieved in each thematic area. 
Below a summary is given of the main information described in detail in the nine Chapters
that make up the first part of the Report.

The first Chapter analyzes the levels of deployment /use of the new services and of the
new technological-organizational solutions aimed at improving relations between public ad-
ministrations, citizens and businesses.

The use of the new technologies aimed at improving the dialogue between the public admi-
nistration and the citizens has seen the emergence in recent years of a set of instruments and
services that are spreading rapidly.

After a long period of stall, Certified Electronic Mail (Italian Acronym PEC, “Posta Elettro-
nica Certificata”) is starting to rapidly spread across the PA, trebling in a matter of a few
months the accounts registered with the IPA (Public Administration Index) which now lists
some 20,000 PEC addresses. At the local level, over 40% of Municipalities have a PEC box,
with peaks of 90% in Umbria and 75% in Friuli Venezia Giulia, but with percentages that
are still low (short of 20%) in Calabria, Abruzzo, Basilicata and Sardinia. More than half
the Municipalities publish – as envisaged by law – their PEC address on their website, but
also in this case the differences at local level are large and range from 15%, in the Autono-
mous Province of Bolzano , to 80% in Umbria. In the Provincial Administrations the dif-
fusion of certified mail is nearing completion, with more than 90% of the Provinces being
endowed with a PEC account. On the other hand, the process is slower in the Local Health
Units (less than 60%) and in the schools and educational institutions (35%). Among citizens
the Postacertificata@ service is steadily spreading with over 450,000 requests in just a few
months.

An analysis of the presence of local PAs on the web shows that the sites are proliferating (so-
me 13,000 web sites are active, registered by 98% of local bodies – Regions, Provinces and
Municipalities), but there are shortcomings in the quality of the online information. Con-
sequently there is a need to start a rationalization process, called for by many quarters and
recently confirmed in the Guidelines for the websites of public administrations issued by
the Minister for Public Administration and Innovation. Just a few data: less than 50% of the
websites of the Municipalities “comply” with the fundamental requirements (more than 60%
are compliant in Piedmont, but less than 20% in Trentino-Alto Adige). Major differences are
also found in the sections meant to provide essential information whose aim is precisely that
of giving citizens clear and direct information; more than 50% of the sites have a Transpa-
rency section, but less than 40% have a Public Relation Office - PRO).  Another area that ne-
eds to improve is the transactional degree of online services. Indeed, on the whole, only 7%
of the Municipalities delivers at least one full transactional service.

An instrument that is proving to be quite successful locally is the Friendly Line (“Linea Ami-
ca”), which sees the participation of more than 600 bodies, and which provides information
and assistance in relating to the PA. The networks process more than 200,000 queries per day.
Decentralization of the PA, thanks to the User-friendly networks (“Reti Amiche”), reaches
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out to more than 60,000 front-desks, mostly post offices, tobacconists, lottery offices and
bank branches. Thanks to this network only during the first four months of 2010 almost
400,000 transactions were carried out of which 330,000 applications for residence permits
(through post offices) and 40,000 payments of social security contributions for domestic hel-
pers (at tobacconists and bank branches).  At the local level, the Regions in which this sy-
stem has reached highest deployment are Lazio and Sardinia for the payment of social se-
curity contributions for domestic helpers, and Molise for the payment of pensionable redem-
ption of university years.   

Among the initiatives promoted by the Minister for Public Administration and Innovation,
the project “Mettiamoci la faccia” (Show Your Face) has made it possible to systematically
record user satisfaction for PA services. During the first 20 months, some 4.5 million opi-
nions were collected in more than 1500 front-desks (80% of the opinions were positive), with
a rate of participation of users at the front-desk of 15% and via phone and web of 4%. At the
local level, the Regions where the initiative was best received are Basilicata, Molise, Um-
bria and Piedmont.

The second Chapter presents a picture of the e-health sector to which in recent years the
central and local administrations have devoted most of their resources, attributing a top ro-
le to the new technologies as a means for improving quality and access to care. The outco-
me of these initiatives is in many respects controversial. The picture that emerges is that elec-
tronic health proceeds at different speeds across the Country with major differences at the
local level.  From the digitization of Local Health Units (Italian acronyms ASLs) and hospi-
tals (with special reference to clinical processes) to regional “infrastructuring” processes (he-
alth population Register, Single Booking Centres for health services (Italian acronym CUP),
cards with microchips for workers and users, etc.), to the networks of workers (family doc-
tors, pharmacies, hospital physicians, and so on), the situation is very uneven. 
In all Regions major projects have been launched like the Electronic Health Record, the Sin-
gle Booking Centres, the network of doctors. But the diffusion of services for users/patients
is not even, as for instance online booking medical services, paying for the services, and re-
ceiving the medical reports online.

Some Regions like Lombardy, Emilia-Romagna and the Autonomous Province of Trento are
leaders in Europe in this area, while other Regions are lagging behind in a manner, it is worth
noting, that is independent of the North-South gap. 
This situation however is not static, but is rapidly evolving. Various factors are accelerating
the dissemination of e-Health instruments across the Country, from the recent obligation
for doctors to forward sickness certificates only via the web, to the guidelines that have be-
en issued for major implementations (e.g. the Electronic Health Record).      

Chapter Three  describes progress achieved in the deployment and use of ICT technolo-
gies both at school and in the universities with special reference to issues such as IT ena-
bled learning (e-teaching) in the classroom, the willingness of teachers to use the new te-
chnologies, the diffusion in the schools and universities of innovative administrative and
communication instruments, the simplification and digitization processes underway in
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Italian universities (online enrolment of students, electronic recording of exam marks and
the “student personal record”).  

The picture that emerges indicates the presence of basic technologies (like broadband, which
is present in almost all schools, and the Multimedia Interactive Blackboards present in mo-
re than 50% of schools), even though there are still areas where not all students are reached.
The classrooms that have Internet connections are just over 10% at the national level whe-
reas students who have Multimedia Interactive Blackboards in the classroom are around 4%.
An area where much needs to be done is the involvement of teachers in the digitization pro-
cess of teaching and developing IT enabled learning, for both teacher training and actual use
in everyday practice (only 25% of Italian schools appear to be using digital teaching materials).

Also because of the different choices made at the local level, the status of digitization of Ita-
lian schools is not homogeneous. Regarding the use of the Multimedia Interactive Blackbo-
ards, the most advanced experiences are found in Sardinia, Basilicata and in the Autonomous
Province of Trento. As regards the knowledge, understanding and use of innovative teaching
technologies by the teachers, the most advanced regions are Liguria, the Autonomous Provin-
ce of Bolzano  and Basilicata.  As to the availability of online school enrolment services the lea-
ding Regions are Lombardy and Piedmont. Finally certified electronic mail (CEM) is widely
used in the schools of the Abruzzo and Molise Regions.

On the whole, the technologically most advanced schools are found in Lombardy, Liguria, Emi-
lia-Romagna, Piedmont and in the two Autonomous Provinces, where regional projects, and
networks of schools, have been under way for years and have clearly produced good results.
The cases of excellence that exist at the local level indicate on the one hand that there are mo-
dels of good practice that can be imitated, and on the other hand they bear witness to the fact
that coordination between national and local levels is wanting and needs to be improved.  Mo-
reover, the initiatives carried out in recent years are a major contribution to the development
of a national school system capable of ensuring homogeneous and uniform levels of service
across the Country.

As to the dissemination and use of ICT technologies in the universities, the data obtained from
the ICT4University programme, which involves most Italian universities, show that the WI-
FI network and Online enrolment projects are in an advanced stage of implementation, whi-
le the projects for the online recording of exam results and for the creation of student records
are still in progress. The leading Regions in the use of ICT technologies in the universities are
Lombardy, Veneto, Emilia-Romagna, Liguria, Tuscany, Marche and Sardinia.

Chapter Four  deals with the implementation of ICT and IT services in the area of civil law
courts: queries on the status of proceedings access by workers (clerks of the court, judges
and legal professionals involved in judicial actions), queries on the status of proceedings as
per court records and access to the virtual files concerning court proceedures; communi-
cations and notices, filing of deeds and documents, payment of registry duties, accessing in-
formation made available on specific portals for citizens and professionals.  
Faced with a digitization process that is now well underway in almost all sectors across the
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Country, the analyses show that different situations can be found in individual districts as
to the degree of implementation; this bears witness to a very dynamic picture which ran-
ges from near saturation, in the case of access to the Registers of Ordinary Cognition and to
the Registers of Individual and Collective Creditor Action Enforcement (National Polisweb)
to lower levels of access to the Polisweb-Electronic Civil Proceeding (ECP).  In the area of e-
filing, the diffusion is different in dependence of the technological and organizational faci-
lities available at the start in the 26 Districts of the Italian judicial system. 

Chapter Five describes the issue of infomobility. On the basis of available evidence this ty-
pe of service is widespread especially in medium-large towns, even though interesting im-
plementations have been made in some medium-sized towns.

The analysis of municipalities that are the capital towns of Provinces shows that on the who-
le information technology in support of urban mobility is not widespread.  In just over thir-
ty capital towns of Provinces citizens can find public transport timetables online or plan their
journey online. Under 50% of these towns have electronic tickets and electronic season pas-
ses. Even fewer are the towns providing the users with updated information.  Only 7% of
the capital towns provide information on the waiting time for public transport in real-ti-
me via the internet or cellular phone.  

Almost two-thirds of the capital towns have electronic gates equipped with cameras to Li-
mited Traffic Zones (LTZ), but only in 8% of cases can users apply for access to the LTZ via
the Internet or cellular phone. Similarly in some 40% of capitals parking fees can be paid via
prepaid smart cards, but only in 3% of urban centres can the smart cards be recharged on-
line.  Italian cities however appear to be endowed with the necessary technology that can
offer “smart” mobility but the services for the users based on these technologies are still li-
mited.

The distribution of these services is not uniform across the Country: while the services of-
fered by the Regions in the North are on the whole quite advanced (the capital towns of Li-
guria, Emilia-Romagna, Umbria and Friuli Venezia Giulia are the most active), in many are-
as of the South these same projects do not seem to be able to take off (in particular in Cala-
bra, Sicily, Sardinia and Basilicata). It is worth pointing out that in some cases the diffusion
of these services is mostly due to the presence of regional projects that act as booster for the
dissemination of services across the regional territory, as in the case for instance of Region-
wide timetables and integrated tickets for public transport available in Liguria and Marche
(single timetable) and in Campania and Emilia-Romagna (integrated ticket). 

Chapter Six  offers an analysis of the level of deployment and use on a local basis of digi-
tal services for businesses and labour that constitute an important instrument for simpli-
fying the relationship between PA and the business world. The picture that emerges descri-
bes a situation that is still unsatisfactory.  At the present time, just over one third of Italian
Municipalities offer online services addressed to businesses.  In the case of the One Stop Shop
for Production Activities (Italian acronym SUAP), which is important because in 2011 the
electronic channel will become compulsory, the Municipalities that have prepared the ground
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for online access are less than one third of all Italian Municipalities.  Those that do make the
service available are the Municipalities of capital towns with some 40% that have an onli-
ne SUAP. It must be pointed out that transactional services are not very common and are avai-
lable in differing degrees.

Differences at the local level are quite marked: considering the services offered not only by
the Municipalities, but also by the Provinces and the Regions, the areas in which local po-
licies prompting the preparation of access via web have been adopted are also those in which
these services are most widespread (Piedmont, Veneto, Friuli Venezia Giulia, Tuscany and
Sardinia).  On the other hand, in the areas where such local coordination actions have be-
en “weak” – as in the case of the Autonomous Province of Bolzano  and in the Lazio Region
– the diffusion of digital services for businesses and for the labour system is much slower. 

As to the services for labour, generally made available at the Provincial level, extremely dif-
ferent local initiatives have determined a presence on the territory of a variety of “IT systems
for Labour” articulated according to different modalities (i.e with a different degree of re-
gional centralization or uniformity among provincial systems). In this sector various coor-
dination initiatives (Central Government-Local Authority institutional agreements, techni-
cal meetings for standardization and interoperability) and subsidiarity initiatives (central
authority makes available to the Regional and Local Bodies platforms for issuing the servi-
ces envisaged by the law), have been successfully undertaken with the aim of enabling ac-
tions to be taken to fully digitize procedures across the Country in the short term.

As a rule, the obligation for users to fulfil labour duties via the web is a stimulus to innova-
tion, especially if it is accompanied by coordination actions that involve also intermediaries.
After the implementation of labour reporting procedures and the single report for setting
up a company, the focus is now on the SUAP procedures, for which paper forms will no lon-
ger be accepted starting from 2011. All reports and statements will have to be submitted elec-
tronically.

Chapter Seven offers a description of the level of availability, interoperability and use of
central or local, centralized or federated public databases that gather, in a standardized man-
ner, information about issues of national interest such as for instance personal identity de-
tails, geographic data, taxes, Land Registries. 

As regards the situation of the main public databases (population register, Land Registry, ta-
xes), the picture is on the whole sufficiently sound, albeit with scope for improvement for
the more advanced services.

On the basis of the data that have been gathered, it can be stated that there is a good degree
of basic digitization both at central level and at local administrations level:  population re-
gisters and tax management are almost entirely computerized in all Municipalities and ad-
vanced technology systems are sufficiently widespread and present also in medium-sized
Municipalities. At municipal level the availability on the web of information for users is qui-
te common: more than 50% of Municipalities provide online information and services from



the databases that were analysed.  Services involving a higher level of interactivity (issuing
of birth certificates, identity cards, etc., local housing tax, urban waste disposal tax, etc.) are
not sufficiently widespread.

Connections between local bodies and central databases is very common: almost 100% of
Municipalities indeed is connected to the INA-SAIA system (National Index of Resident Re-
gistry Records – Resident Registry Record Access and Exchange System) and 92% subscri-
be to the service providing for the sharing of land registry data. There are still some problems
concerning the updating and use of such databases: 85% of Municipalities have updated the
INA-SAIA database during the last three months and only 70% makes regular use of online
land registry data. Instead as regards the technical modalities for accessing the databases,
access via the web is the most widespread method.  
However, thanks to the initiatives taken by the Regions, more efficient modalities are being
introduced based on applications cooperation.

Chapter Eight deals with the Public Administration’s level of IT deployment and connec-
tion to the web. On the basis of the data gathered, the overall evaluation is positive, even
though the many areas where the gap is wide must not be overlooked. 

The Municipalities are largely computerized: all, or almost all, Municipalities have an IT re-
gistration system for incoming and outgoing documents, Internet connection and IT instru-
ments for human resources (HR) administrative management purposes. Also broadband con-
nections and digital signature are quite widespread. On the contrary, Intranet and VoIP con-
nection are not, and the computerization of some specific areas is fairly slow. 

There are large territorial differences. In various Regions the Municipalities have reached
100% digitization, with quite remarkable performance, like the digitization of HR manage-
ment in Sardinia, the management of administrative documents in Marche, the availabili-
ty of Intranet and broadband connections in Trentino-Alto Adige, digital signature in Tusca-
ny, the IT registration system for incoming and outgoing documents in Umbria, the VoIP in
Emilia Romagna.  Nevertheless there are some delays as for instance, the computerization
of HR management in Campania, Intranet in Valle d’Aosta, digital signature in Calabria.

As regards connections with the PA networks and in particular the Public Connectivity Sy-
stem (SPC), its deployment has started to spread throughout the local administrations albeit
mainly for transport services; interoperable services are very few.

Finally the last chapter of this Report is devoted to describing the degree of territorial co-
verage of broadband connectivity. While the general situation in the larger towns is in line
with the situation in other European countries, there are major differences in the areas whe-
re population density is lower. This gap is being bridged thanks to investments by private
operators and above all thanks to the national broadband plan of the Ministry for Econo-
mic Development – Communications Department, which, since 2009, has brought broad-
band services to 2.2. million Italians, a number that is expected to increase by a further mil-
lion during the first half of 2011. 
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Indeed, totally the digital divide affects 8.4% of the Italian population, as against 13% in 2009,
for both wired and wireless broadband services.  However, in some areas of Italy the digi-
tal divide is particularly large, as in the case of Molise (where the digital divide is almost 35%),
Basilicata (above 20%), Veneto and Umbria (17%).  The disdavantaged situations are howe-
ver reported for very specific places: among the Provinces that are at highest disadvanta-
ge, mention can be made of Rieti, Asti, Udine and Alessandria with the digital divide affec-
ting more than 25% of the population. 
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Relationship between 
citizens and public 

administration

Chapter 1





|1.| THE RELATIONSHIP BETWEEN CITIZENS 
AND PUBLIC ADMINISTRATION

“COUNTRIES that score high on public-sector openness and efficiency and eGovernment
readiness are also top on the economic performance and competitiveness scorebo-
ards”1: on the basis of this awareness, through its eGovernment Action Plan in the

framework of the i2010 Initiative (now renewed by the ten-year Digital Agenda), the
European Commission has prompted the accomplishment of three major goals in order to
meet the challenges of the future.  First of all enable all citizens to have access to innovative
and qualitatively better services, promote transparency and security, remove red tape to be
more efficient, facilitate participation and ensure user satisfaction in accordance with Open
Government principles. 

Within this framework Italy has promoted projects and initatives aimed at supporting the
advent of a “digital administration” thanks to a program for the reform and renewal of the PA
which, as an indispensable precondition for the modernization of the entire system will lead to
the construction of a modern, well organized, technologically advanced, credible and factual
institution in its delivery of information and service provisioning to citizens and businesses.

The action plan based on the widespread use of the new technologies aims at shaping an
innovative public administration that will improve the instruments whereby it interacts
with users, that promptly reacts to the needs of the community and that offers clear infor-
mation and high quality services. A Public Administration capable not only of meeting the
needs of its “customers”, but also capable of learning to evaluate itself, and capable of
taking into account the judgments expressed by citizens and businesses through innovative
customer satisfaction measurement tools. 

|1.1| DEFINITIONS AND SCOPE OF THE ANALYSIS

This Chapter presents the state of the art of all the ICT technological and organizational
solutions adopted by the PA aimed at:

• upgrading the efficacy of the communication system within and outside the admi-
nistration;   

• facilitating the simplification of administrative procedures;
• facilitating access to services and to key information for citizens and businesses;
• optimizing the time it takes to respond to users’ queries;
• improving the quality of services also through customer satisfaction evaluations.

The analysis, which is structured into two parts, describes the e-Government instruments
and the level of services they offer from the PA side and from the side of the  citizen,
focusing on: 
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1) Certified Electronic Mail (Italian acronym PEC. Posta Elettronica Certificata), a means
of communication that gives an e-mail the same legal value as a document sent by the
traditional registered mail with acknowledgement of receipt, thus speeding up the ex-
change of information with costs that are virtually nil and with high security levels;

2) digital signature for public operators, an essential instrument for the generation of
electronic documents having the same validity as the originals (contracts, medical
reports, etc.);

3) the National Services Card (NSC), an operational instrument for electronic
identification enabling citizens to have access online to the services of the PA throu-
ghout the national territory; 

4) the web site of the PA, a fundamental channel for communication via web and for
providing information and services to the citizen;

5) “Linea Amica (Friendly Line)” (help line), a remote system that integrates and enhances
with ICT solutions the contact centers and the Public Relations Offices (PRO) of the PA;

6) “Reti Amiche” (User-Friendly networks), a service that exploits existing infrastructural
networks so as to offer users multiple front-deks from which to access the services
and resources of the PA;

7) “Mettiamoci la Faccia” (Show your face), a system that provides ongoing and
immediate information on the perceived quality of PA services. 

|1.2| THE PUBLIC ADMINISTRATION ON THE WEB

This first section presents the state of the art of the technical solutions, the set of
instruments and innovative services adopted by the PA to improve relations with citizens
by using the web in an interactive manner

|1.2.1| Certified Electronic Mail in the PA

Certified Electronic Mail (Italian acronym PEC, Posta Elettronica Certificata) is an e-mail
system which allows to dispatch electronic documents that have legal value and which con-
firms the dispatch and delivery of electronic documents.
Besides the rapidity of electronic dispatching, PEC offers the possibility of entirely replacing
the traditional registered mail with acknowledgement of receipt, since it has the same legal
value and constitutes evidence that a document has been dispatched and received. PEC is
therefore a privileged instrument that citizens, businesses, professionals and other admini-
strations can use to exchange information with the PA.  

According to the Digital Administration Code2, all administrations must register their PEC
address with the Index of Public Administrations (IPA) managed by DigitPA. So far some
20,000 certified mail boxes have been registered. Such registration ensures that citizens,
businesses and professionals can reach the PA via PEC.

Chapter 1. Relationship between Citizens and Public Administration
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At the local level the data show that PEC is spreading throughout the PA. So far the largest
proportion of administrations that comply with the regulations are concentrated in the
Centre North of Italy. In particular Tuscany and Umbria have reached levels of PEC
endowment exceeding 60% (Fig. 1.1).
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Fig. 1.1. Percentage of Administrations with at least one PEC registered with the IPA

Source: DigitPA (December 2010)

Greater local details can be obtained by using the IPA data relative to the Municipalities
endowed with at least one PEC box. The Region with the highest number of Municipalities
endowed with a PEC address registered with IPA is Umbria (with levels of deployment of
almost 90%) followed by Friuli Venezia Giulia and Emilia-Romagna (with percentages that
are well in excess of 70% and 60% respectively). In Veneto, Lombardy, Tuscany, Campania,
Piedmont and in the Autonomous Province of Bolzano  the number of Municipalities with at
least one PEC box registered with the IPA is well above the national average (Fig. 1.2).  
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On the basis of the IPA data, it is moreover possible to derive the level of diffusion of PEC
in the Provinces, in the Local Health Units (Italian acronym ASL) and in the Schools.  

Among the institutional categories examined here the Provinces appear to be the most
active with the largest number of PEC addresses. 
From the standpoint of the local realities and types of administration, the outline is not at
all uniform. Indeed the data show that PEC is not homogenously present across the
various territories and the bodies considered: 

• the Provinces have virtually concluded the PEC deployment process thus raising
the national average to over 90% with full coverage in most Regions; 

• Valle d’Aosta, Veneto, Friuli Venezia Giulia, Emilia Romagna, Umbria and Sardinia
show a wide deployment of PEC in the ASL and Hospitals; 

• on the whole there is some delay in its diffusion among the schools even though in
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Fig. 1.2. Diffusion of PEC in Municipalities (% Municipalities with at least one PEC address registered

with the IPA) 

Source: DigitPA (October 2010)
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Fig. 1.3. Diffusion of PEC registered with the IPA by Province, ASLs & Schools (% out of total per body)

Fonte: DigitPA (dicembre 2010)

some territories (Friuli Venezia Giulia, Tuscany and Umbria) the values are well
above 50%. 

And finally an analysis of the presence of PEC addresses registered by the Regional Admi-
nistrations shows that the only Regions that do not have a registered address with the IPA
are the Regions of Lazio, Sardinia and Sicily (Fig. 1.3).

|1.2.2|Web interactive services and systems with the PA via web  

In order to provide a comprehensive description of the services and systems that enable
citizens to interact with the PA through the web, this section examines at first the
“enabling” modalities envisaged for identification and for providing electronic access to
various categories of individuals (citizens, PA workers), and then the quality of the online
provision of information and services by the PA.  
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|1.2.2.1| e-Identification systems
Access to the electronic services must be guaranteed through the use of digital identification
instruments that are secure and capable of ensuring convergence towards a single,
shared, rapidly enforceable and economically sustainable standard across the whole
Country.  There are three instruments that meet such requirements:

• The “National Services Card” (NSC), and its regional version, the “Regional Services
Card” (RSC), notably the standard card for the recognition of the user which
provides access to the services offered via web by the PA;

• Digital Signature, an instrument that guarantees the authenticity and integrity of
the messages and documents exchanged and filed using electronic means, exactly
like the autograph signature for traditional documents; 

• the “Electronic Identity Card” (EIC), the identity document that is bound to replace
the paper identity card across the Country, which contains a microchip with data
that identify its holder.  The EIC also provides access to the web services of the PA.   

The National Services Cards issued by the central and local PA are around 20 million. They
include the cards issued by the local administrations as for instance the health card (Lom-
bardy, Sicily and Tuscany are the Regions that have distributed the largest number of NSC
health cards, refer to the paragraph on this issue in Chapter 2), and the Regional Services
Cards (on NSC standard) that some Regions have issued for non-health reasons (at least
initially). An instance is the Marche Region which issues the Raffaello Card.  Up to now,
more than 650,000 National Services Cards constitute not only an electronic identification
document, but also a certificate of digital signature for the authentication of electronic do-
cuments.

The digital signatures issued by certifiers accredited by DigitPA are some 3.7 million. The
main users of digital signature are business representatives, especially for the electronic
submission of financial statements to the Chambers of Commerce, for which electronic
submission was made compulsory a few years ago.  Digital signatures are widely dissemi-
nated also in the Health area, where they are used by health workers for issuing digital
medical reports. The regions with a high diffusion of digital signatures are Lombardy,
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3 The Electronic Identity Cards issued so far, following a pilot project which has involved 156 Municipalities, amount to around
2.5 million. 

Fonte: DigitPA (dicembre 2010)

Tab. 1.1. Diffusion of digital identity devices

National Services Cards

Digital signatures

Electronic Identity Cards



Emilia-Romagna and the Autonomous Province of Trento. 3 Only in Lombardy every
month some 2.5 million medical reports are authenticated by doctors using their digital si-
gnature.

|1.2.2.2| PA websites
The preliminary data obtained from a pilot monitoring project carried out by the Institute
of Informatics and Telematics of the National Research Council (CNR) are presented
below. The project consisted in analysing the database of names having the Registro.it
domain with the aim of gaining knowledge and analysing the ability of the PA to activate
and manage information and services via the Internet and the Web.

This analysis was carried out also to check the state of the art with respect to compliance
with the criteria set forth in the Guidelines for PA websites, published in July 2010 by the
Minister for Public Administration and Innovation, which implemented the policies
contained in Directive 8/2009.  

As at June 2010, 98% of the Regions, Provinces and Municipalities had registered 15,279
names in the “.it” domain, and are associated with 12,099 web sites that are actually in
operation.  (Tab. 1.2).
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Source: Institute of Informatics and Telematics of the National Research Council (CNR) (June  2010)

Tab. 1.2. Number of websites present on the .it domain associated with Regions, Provinces and

Municipalities

Regions

Provinces (out of 110)

Municipalities (out of 8,094)

Total

Bodies .it websitesRegistered bodies
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Fig. 1.4. Average number of .it websites associated with Municipalities by Region 

(base 8,094 Municipalities)

Source: Institute of Informatics and Telematics of the National Research Council (CNR) (June  2010)

On average each Italian Municipality is associated with more than one website. The
largest number of websites has been found for Tuscany and Emilia Romagna where on
average there are at least two sites per Municipality (Fig. 1.4).

As to the quality of the online information supplied in terms of consistency with respect to
the set of minimum requirements envisaged in the regulations and recalled in the
Guidelines, a preliminary analysis was carried out considering the clearly identifiable
presence of the following sections on the PA portals: Public Relations Office (PRO), Tran-
sparency, Organization Charts, Administrative Procedures, Calls for Procurement Tenders,
Certified e-mail (PEC), the Publiaccesso Logo.
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Fig. 1.5. Percentage of consistent(*)  .it websites out of total n° of .it websites of the Municipalities

(% of .it websites)

(*) Consistency was assessed by using an automatic system for detecting the presence on the website of at least four
compulsory information sections. Source: Institute of Informatics and Telematics of the National Research Council (CNR)
(June -September 2010)

In general it was found that less than half the web sites present in the “.it” domain
registered by the Municipal Bodies are fully compliant with the provisions of the
regulations. This means that the Administrations must devote greater attention to
constantly improving and rationalizing their online contents. (Fig. 1.5).
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This is confirmed also by the results of the analyses carried out on some of the fundamental
requirements for the creation of high quality online information systems for citizens. The
figure below provides the number of Municipal Bodies that have clearly identifiable Public
Relations and Transparency sections on their websites. On the whole the results of the mo-
nitoring exercise show that the proportion of Municipalities whose website contains a
Transparency section is above 54%, while only 40% have a section on relationships with the
public.
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Fig. 1.6. Number of Municipalities by Region with .it websites which have the PRO and Trasparency

sections

Source: Institute of Informatics and Telematics of the National Research Council (CNR) (June -September 2010)

|1.2.2.3| Online services interactivity.
A contribution for a more thorough analysis of the delivery of online services by the PA
comes from the results of the survey on ICT carried out by ISTAT.
The survey regarding the institutional web sites of the local Public Administrations
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highlights, for 2009, their great capacity for providing online services on their web sites.
However there is much room for improvement if one considers that the proportion of
services for which the entire procedure can be carried out electronically is unsatisfactory.
90% of the administrations included in the survey (Regions, Provinces, Municipalities)
offer access to read-only services and information dispensing services, whereas 68%
offers the possibility of downloading forms. The proportions are much lower for high level
transactional services: users can forward documents online only to 16% of the admini-
strations, and less than 8% of the administrations enable the user to complete the entire
cycle of procedures for a given service online.  (Fig. 1.7).

Considering the Municipalities and breaking down the data at local level, it is found that
the highest percentage of Municipalities that make available interactive services on the
web are found in the Marche Region, in the Autonomous Province of Trento and in Liguria
(Tab. 1.3).

Looking in greater detail at the online availability of the various thematic areas, the Muni-
cipalities of Emilia Romagna and Tuscany, followed by those of the  Autonomous Province
of Bolzano, Veneto and Marche, are at the top of the list calculated on the basis of a
complex interaction indicator that takes into account the various thematic areas for
which online services are offered. The performance of the municipalities belonging to Ba-
silicata and Calabria, followed by Molise are less satisfactory, even though the levels
achieved are appreciable as far as the Registry Office is concerned, whereas there are
some difficulties in providing transactional online services (Tab. 1.4).

Fig. 1.7. Local Administrations with website by type and interactivity level of online services offered (%

of local administrations with institutional website)

Source: ISTAT, ICT in the Local PA, year 2009 (November 2010)

Total local administrations

Information (read only and/or 
acquire information)

One-way interaction 
(download of forms)

Two-way interaction 
(return online of filled in forms)

Transaction (completion of entire 
procedure online)
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Tab. 1.3. Municipalities with institutional website by interactivity level of online services

Source: ISTAT, ICT in the Local PA, year 2009 (November  2010)

   Read only 
and/or 

acquire 
information 

   
Download of

forms

      Completion of
entire 

procedure 
online

Return online 
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Tab. 1.4. Municipalities that offer online services 

Average interactivity index by thematic area and by Region (% Municipalities)

(*)Data processed by the Department for the Digitization of the Public Administration and for Technological Innovation.
The ranking is calculated considering all 13 thematic areas.
Source: ISTAT, ICT in the Local PA, year 2009 (November  2010)
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Source: ISTAT, ICT in the Local PA, year 2009 (November  2010)

Fig. 1.8. Municipalities that enable online playments (% Municipalities)

Chapter 1. Relationship between Citizens and Public Administration

36 | D I G I T A L  A G E N D A  I T A L I A

Considering the availability of online payment services, the ISTAT survey shows that the
largest number of Municipalities endowed with institutional websites that are capable of
offering the possibility of concluding transactions electronically is concentrated in the
Autonomous Province of Bolzano  (39%) followed by Marche and Valle d’Aosta (24%) (Fig.
1.8).
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Fig. 1.9. Municipalities that offer online services under agreements with third parties  (% Municipalities)

Source: ISTAT, ICT in the Local PA, year 2009 (November  2010)

The survey also shows that only 8.5% of the local administrations make use of the
opportunity they have of offering online services under special agreements with third
parties for which they use alternative networks other than the network of the Public Ad-
ministration (e.g. banking network, Italian Post Office, Lottomatica, etc.). The share of
Municipalities using this system is highest in Umbria, Valle d�Aosta, Tuscany and Friuli
Venezia Giulia, while it is less frequent in Calabria and in the Autonomous Province of
Bolzano (Fig. 1.9).

By knowing the actual take-up of online services, administrations are enabled to improve
interaction and to meet the needs of the users. The analysis of the diffusion of instruments
that check and measure the use made of services offered on the website by the local admi-
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Fig. 1.10. Municipalities that monitor the web services  (% Municipalities)

Source: ISTAT, ICT in the Local PA, year 2009 (November  2010)

nistrations, highlights that only 29% of the Municipalities have implemented a monitoring
system. The Autonomous Province of Bolzano  is an administration that stands out with
unquestionably high percentages (more than 80%). On the opposite side is Basilicata with
the lowest percentage (9%) of Municipalities endowed with these instruments (Fig. 1.10). 
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|1.3| INTERACTION BETWEEN PA AND CITIZENS ON THE WEB 

|1.3.1|PostaCertificat@ for citizens

PostaCertificat@, a service enabling citizens to communicate with the PA electronically,
was started by the Minister for PA and Innovation in April 2010. The service is offered free
of charge to all Italian adult citizens, even those who reside abroad, upon applying for the
service4.
Thanks to this service citizens can send and receive certified communications from all PA
that have a PEC address registered with the IPA.

The figure below shows the data on the PEC boxes requested by citizens with respect to
their residence, through the portal www.postacertificata.gov.it.
In early December 2010, 448,213 applications for an e-mail box were received.

Fig. 1.11. Number of requested and assigned PEC boxes 

Source: Concessionnaire of the Postacertificat@ Service (1 December 2010)

4 The provision extending the right to apply for a PostaCertificat@ address also to foreigners residing in Italy is in the process of
being approved.
5 25-59 years of age 

By matching these requests with the number of adults5 the ten most active Provinces
are Rome, Trieste, Cagliari, Bologna, Milan, Genoa, Pescara, Caserta, Florence and 
Pisa.
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|1.3.2|Linea Amica

The Linea Amica (Friendly line) is a service run by Formez PA that has been in operation
since 29 January 2009. Its purpose is to provide information to citizens and facilitate bure-
aucratic procedures. Interaction with the PA is improved thanks to a network of contact
structures that are available in the various administrations. By contacting an ad hoc call
center via phone, web or short message service (SMS), the citizen can:

• be rapidly directed to a toll free number or to the competent administrative of-
fice;

• be guided through all the services offered by the central administrations; 
• obtain information or be called back if the problem cannot be solved immedia-

tely;
• indicate inefficiencies and express opinions on each specific contact with the PA;
• receive assistance in the case of a disadvantage or disability (visual or auditory).

The Linea Amica operates thanks to a group of front office operators who immediately
respond to requests6 that can be solved easily. In the case of more complex requests, a
back-office group contacts the competent PA and then calls back the citizens with the
information requested. The Linea Amica has also started specialized services like the
ad hoc “Linea Amica Abruzzo” which was set up to provide information and assistance
to citizens living in the areas hit by the earthquake in April 2009. 

The network includes INPS, INAIL, INPDAP (Social Security Institutions), Inland Re-
venue, Municipality of Rome and Municipality of Milan, Medical reservation centres
of Lazio and Emilia-Romagna, many Ministries, Regions and Local Bodies. At present
1,050 contact structures (PRO/contact centers) are part of the network belonging to
615 Administrations. 
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Tab. 1.5. Number & type of Bodies in the Linea Amica network 

Source: Linea Amica Portal (December 2010)

Body Number of Bodies in the Network

Ministries-PA     

Public Bodies

Schools and universities

Regions and Local Health Units

Local Authorities

Other

TOTAL
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|1.3.2.1| The diffusion of the Linea Amica network
At present (December 2010), the Linea Amica network consists of 1050 PA information
services. Almost 40% are local authorities. There is also a significant presence of
information services of public bodies, Regions, Local Health Units, while 9% of the
services are provided by the Ministries.

Fig. 1.12.  Linea Amica network by type of partici-

pating Body

Fig. 1.13. Linea Amica: breakdown of average

requests processed daily by Body addressed

6 Request means any specific query that a user puts to the service operator.

Source: Formez PA (16 December 2010)

The breadth of the activity of the Linea Amica network can be appreciated by considering
the average number of requests6 processed daily by the Administrations belonging to the
network in the course of 2010.  

Every day an average of 2,230,000 contacts are recorded, addressed mainly to Public
Bodies, Regions, Local Health Units and Local Authorities (Fig. 1.13).

As regards the coordination structure alone, the overall requests processed since the service
was started in January 2009 up to the end of 2010 amounted to 210,196.
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Local Bodies
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Breaking down the figures by type of contact, 71.1% are requests for information, while
20.5% are requests for the solution to some problem.
A significant proportion of the requests that were processed (29.4%, namely 61,783
contacts) were queries addressed to Linea Amica Abruzzo by the population hit by the ear-
thquake. 

Other reasons have an unquestionably smaller incidence such as complaints about negative
behaviour of Public Administrations (3.5%), expressions of appreciation (0.4%) and requests
for help in relation to disability problems (0.9%).

Given the effort dedicated to the post-earthquake problems of L’Aquila, the analysis
showed that the requests for assistance concentrated mainly on safety and civil protection
issues (30.3%).  

Apart from this area of concern, all other requests focused on the following issues (Fig. 1.14):
• Social security (11.7% of all requests);
• Work and career paths (15.6%);
• Politics and institutions (6.4%), Welfare policies (4.7%), Health and wellbeing (4.5%);
• Tax-related issues (3.8%)
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Fig. 1.14. Linea Amica: breakdown of calls by request

(*) ‘Other’ refers to: Food (0.06%), Environment (0.69%), Art and culture (0.07%), Economy and investments (0.34%), Media
and information (0.51%), Sport and leisure activities (0.19%)
Source: Formez PA (16 December 2010)
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|1.3.2.2| Territorial Indicators
The Administrations in the Linea Amica are distributed across the whole National
territory, with a greater concentration in the North and Centre of the Country and in par-
ticular in some provincial areas (Rome, Padua, Milan, Naples, Palermo, Vicenza) (Fig 1.15).

An indicator of the degree to which the service is used is the ratio between number of re-
quests received by the network per region to which the applicant belongs and the
number of inhabitants in that same region.

Lazio and Campania are areas with the highest degree of utilization of the service, with
an average number of queries between 4 and 5 per 10000 inhabitants. On the contrary,
Valle d’Aosta, Sardinia and the Autonomous Provinces of Trento and Bolzano are the
regions where the number of requests is the lowest (Fig. 1.16).

Source: Formez PA (16 December 2010) Source: Formez PA (16 December 2010)

Fig. 1.15. Geographic distribution of the Bodies

that have joined the Linea Amica network

Fig. 1.16. Total requests by Region of the appli-

cant (x 10,000 inhabitants)
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|1.3.3| Reti amiche

The “Reti Amiche” (User-friendly Networks) is an initiative adopted with the aim of
bringing the PA closer to the citizen by offering as many channels as possible providing
access to the various services of the PA and by adopting a user-friendly rationale in
interacting with the citizens. Thanks to the signing of ad hoc Memorandums of Understanding,
the Reti Amiche utilize the networks and channels existing in the private sector (Post Office,
Tobacconists, large-scale retail trade outlets, ATMs, etc.) to provide information and deliver
services through points of access that are easily found and closer to the citizens.
The services currently made available by the initiative concern (Tab. 1.6):

• The renewal or request for new passports;
• Payment for including university years in the calculation of retirement benefits (RAL); 
• Paying social security dues for domestic help;
• Payment of INAIL (accident insurance) for housewives; 
• INPS (social security) card services; •  Residence permits;
• Birth, marriage, death certificates etc.; • Information on cultural heritage and

events in general.
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Source: Presidency of the Council of Ministers, Civil Service Department (September 2010)

Tab. 1.6. Reti Amiche: Memorandums of understanding signed
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|1.3.3.1| The diffusion of “Reti Amiche”
The signed agreements now make available networks with 60,000 front-desks that
come to add to the traditional points of access to the services of the PA (Fig. 1.17).

Source: Presidency of the Council of Ministers, Civil Service Department (April 2010)

More than 70% of the front-desks present on our territory are Lottery and Betting Offices
and Tobacconists, activated by Reti Amiche on the basis of memorandums of understanding
signed with the Italian Tobacconist Federation (FIT) and with Lottomatica.   

With the expansion of the network to include the new transmission channels (phone, web,
e-mail, large-scale retail trade) more than 34 million potential users will be reached.   

Among the services delivered by the members of the Reti Amiche project, there are two
types of transaction that are mostly used:

• proximity front-desks or generally requests for the issuing of documents (passports,
birth, marriage, death certificates, residence permits, INPS card, etc.); 

• payments (social contributions for domestic help, RAL, etc.).

Fig. 1.17. Number of front-desks by type of

Body and sector involved 

Fig. 1.18. Breakdown of transactions by type of

service

Post Offices

Lottery Desks & Tobacconists

Bank branches

Request for passports

Request for residence permits

Request for INPS card

Payment of social contributions for domestic help

Payment of dues for having university years 
included in the calculation of retirement benefits 



   Out of the total number of transactions processed up to April 2010 - 390,000 - the largest
proportion were requests for services (89%), while the percentage of payments was much
smaller (about 11%). 
More in detail, the type of service most widely used was the request for residence permits.
Among the payments, the most frequent types of payments were the social contributions
for domestic help (Fig. 1.18).

|1.3.3.2| Territorial Indicators
The diffusion of the User-friendly Networks is gradually growing throughout the Peninsula.
An indicator of the coverage of the service can be obtained by considering the over 5000
post offices that have joined the “User-friendly” project. The largest number of Municipalities
endowed with at least one user-friendly front-office are concentrated in Basilicata,
followed by some Regions of the Centre  (Tuscany, Umbria and Emilia-Romagna).  
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Source: Poste Italiane (December 2010)

Fig. 1.19. Percentage of Municipalities endowed with one or more post offices that have joined the “Reti

Amiche” project
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In order to obtain a representation of the degree to which the Reti Amiche network is used across
the Country, the following diagrams show the number of requests made per inhabitant through
the FIT channel during January-April 2010 which concern the payment of social contributions
for domestic help and the payment of dues for including university years in the calculation of re-
tirement benefits (RAL).
The requests for paying social contributions for domestic help are on average more numerous
(35 every 100,000 inhabitants) than those for paying the dues for including university years in
the calculation of retirement benefits, which are on average one request per 100,000 inhabitants.

Fig. 1.20. Requests for paying social contribu-

tions for domestic help (x 10,000 inhabitants)

Fig. 1.21. Requests for paying dues to include

university years in calculation of retirement

benefits  (x 10,000 inhabitants)

As regards the payment of social contributions for domestic help, Lazio, Sardinia and Sicily
show values well above the national average. As regards the payment of dues for including
university years in the calculation of retirement benefits, Molise and Sicily are the Regions
with the highest figures.

Source: Presidency of the Council of Ministers, Civil Service Department (April 2010)
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|1.3.4| Mettiamoci la Faccia (satisfaction)

"Mettiamoci la faccia" (Show your face) is the pilot initiative promoted by the Minister for
Public Administration and Innovation in partnership with National bodies and local ad-
ministrations for systematically surveying, by using emoticon, user satisfaction for public
services delivered in traditional front-desks or via other channels (web and telephone).
The aims of the initiative are to:

• obtain a concise measurement of perceived quality;
• improve the quality of services with the contribution of the citizens by constantly

tracking user satisfaction in real-time;

Surveying customer satisfaction through emoticon is possible through three different
channels (front-desks, telephone or web): the evaluation concerns services delivered by a
front desk employee (in which case the user expresses his/her evaluation through touch
screen panels), via call centre (the user expresses his/her evaluation directly to the
operator or by entering a number via phone) and online services (the user expresses
his/her evaluation through an ad hoc window that opens up at the end of the service
delivery process).

|1.3.4.1| The diffusion of  Mettiamoci la faccia
The desks endowed with emoticon are 1569, and are located on almost 400 premises
across the Country (Tab. 1.7 e Fig. 1.22).
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(*) Period of reference: March  2009 – October 2010
Source: Presidency of the Council of Ministers, Civil Service Department(October 2010)

Tab. 1.7. The numbers of Mettiamoci la Faccia

Of the 13 services being evaluated, the ones that people focused on most in their
assessments were the procedures for issuing certificates and documents (21%) and the
labour and social security area (20%) (Fig. 1.23).

Out of a total of around 4.7 million votes expressed from the beginning of the pilot project,
most opinions concentrated on health services whereas one individual out of four
expressed an evaluation on mobility and transport services (Tab. 1.8).

In terms of appreciation, the results are overwhelmingly positive. The “smile” icon
prevailed for all channels: 91% via touch screens at the desks, 79% via telephone and 78%
via web.

Indicator Number (*)
Number of Administrations that have joined the
project

Number of active front-desks

Total number of evaluations 
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Fig. 1.22. Mettiamoci la faccia: distribution of front-desks by type of Administration 

involved - detail

Fig. 1.23. Mettiamoci la faccia: services evaluated by users by type of service

(*) “Other” includes: Presidency of the Council of Ministers and Ministries (0,3%) and Local economic bodies (0,7%)
Source: Presidency of the Council of Ministers, Civil Service Department (March  2009 – October 2010)

Source: Presidency of the Council of Ministers, Civil Service Department(March  2009 – October 2010)

Tax agencies
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Municipalities
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Tab. 1.8. Mettiamoci la faccia: number of voters by type of service

(*) “Other” includes: Presidency of the Council of Ministers and Ministries (0,3%) and Local economic bodies (0,7%)
Source: Presidency of the Council of Ministers, Civil Service Department (March  2009 – October 2010)

Class Number Percentage

Health

Mobility and Transport

Taxes

Information to users

Multifunctional

Certificates and documents

Cultural services

Town planning and land management

Trade & productive activities

Labour and Social security 

Education and Training 

Environment and land protection

Other *

TOTAL



|1.3.4.2| Territorial Indicators
At the local level the largest number of desks are present in the regions of the North with
Veneto and Lombardy taking the lead. The number of active desks in these two Regions
are equivalent to those present in all the Regions of the South. 
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Fig. 1.24. Mettiamoci la faccia: active front-desks – Regional details

Source: Presidency of the Council of Ministers, Civil Service Department (May  2010)
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Fig. 1.25. Mettiamoci la faccia: rate of participation in services (percentage of voters out of total

number of front-desk users)

Source: Presidency of the Council of Ministers, Civil Service Department(March  2009 – October 2010)

In spite of the differences in terms of diffusion of desks across macro areas of the Country,
the rate of participation in services delivered at the desk – even though significant in all
regions – was highest in the South with a peak in Basilicata where an opinion was given by
one user out of ten (Fig. 1.25).
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   |2.| HEALTH

ONE OF THE MOST DEMANDING CHALLENGES that Europe will be called upon to face in
forthcoming years is health: it is more than ten years that the European Com-
mission has put the emphasis on e-Health, at first with the e-Europe program-

me and then with the “i2010 initiative – a European information society for growth and
employment”, and more recently with the new strategy launched by the Digital Agen-
da. A key role is attributed to the new technologies in upgrading the quality and access
to healthcare. 

Consistently with these goals, Italy has been actively committed to creating infrastruc-
ture using ICT to improve healthcare delivery procedures, simplify processes, digitize
simple health services, so as to meet the needs of the citizens, enhance the quality of the
services, cut costs and limit waste and inefficiencies.  

Within this strategic plan, the 2012 e-Gov Plan  has recognized e-Health as one of its prio-
rity areas for action.
The goal is to ensure a uniform development of primary services throughout the Coun-
try thanks to the creation of preconditions conducive to the supply of high added value
services. Parallel to this, importance has been attached to reducing the fragmentation
of the ICT market and to improving the quality of demand. These are objectives that are
shared by all administrations that operate at the central, regional and local levels and
by the “Extraordinary State-Regions-Local Authority Plan for the implementation of e-
Government” developed by the Italian Conference of Regions and Autonomous Provin-
ces.

|2.1| DEFINITIONS AND SCOPE OF THE ANALYSIS

This Chapter describes, at local level, the digitization process under way in the Health
sector in Italy. In the first part attention is attached to the analysis of some of the most
important components of the platforms of electronic healthcare that qualify the servi-
ces offered. Then an overview is presented of the structures and of the range of inno-
vative services that the Government and the Regions have identified as being instrumen-
tal. For this purpose the scope of the analysis includes:

• The digitization of local health units and hospitals with special reference to cli-
nical processes;

• The main information gathering instruments notably the Single Reservation Desk
(Italian acronym CUP) at regional level and the Regional health register matched
with the registers of the local health units and with the Municipal Registry Of-
fices which are instrumental in controlling health spending and in efficiently de-
livering highly advanced services;

• The networks of operators that citizens relate to at the local level like the networks
of General Practitioners (GP), Paediatricians of Choice (PLS) and Pharmacies, to
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enable access to the booking of medical examinations, reading the medical reports,
drawing up and updating the patients’ Electronic Health Records, transmitting
medical reports and prescriptions;

• Sound authentication systems for citizens and doctors: in particular cards that
comply with “National Services Cards-NSC standards” for on line recognition, with
additional functions for operators like digital signature; 

• The Electronic Health Record (EHR), which gathers systematically and compre-
hensively all major clinical information about an individual, made available on-
line to authorized operators and to the individual7; 

• Platforms for prescriptions and certificates, i.e. systems for electronic prescrip-
tions and digital transmission of medical prescriptions and sickness certifica-
tes;  

• Online services devoted to citizens with special reference to the possibility of boo-
king medical examinations via web, of receiving medical reports in digital forms
and payment of contributions for healthcare services via web.

|2.2| DIFFUSION AT LOCAL LEVEL

|2.2.1| Digitization of clinical processes in Local Health Units

The indicators that describe the technological equipment of the local health units (Ita-
lian acronym ASL and Aziende Sanitarie Ospedaliere/Hospitals - AO) of the Italian Re-
gions are provided here. The data are the outcome of an ad hoc analysis carried out by
Federsanità, ANCI and DDI, thanks to the contribution provided by FORUM PA and by
the National Research Council (CNR).  The survey reported the IT instruments used in
the various local health units such as those that support cooperation among operators
for the sharing of clinical data via web, those for the drafting, management and access
to clinical documentation on prescriptions, those for the digital signature of electronic
documents.

The survey involved a sample of 146 local health units out of a total of 242. 
Owing to a sampling problem the regional indicators for the Regions of Valle d’Aosta, Mar-
che, Molise, Apulia and Basilicata are not provided. 

A major gap characterizes the digitization levels of individual units in particular with
regard to clinical information. Even where the levels of deployment of the new techno-
logies are high, the digitization is generally local (individual hospital or even only some
wards), without shared standards and without interoperability between the various ap-
plications.

The indicators illustrated in the following figure show the level of digitization of the cli-
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7 The record is different from the systems that each Local Health Unit has adopted to managie its electronic patient reports: it
does not replace them but draws information from them. 



nical processes and of documentation of local health units. There is a sharp prevalence
of technologies dedicated to cooperation among employees and internal administrati-
ve management as against technologies used for digitizing clinical documentation. On-
ly in three Regions (Emilia-Romagna, Lombardy and Veneto) more than 60% of the bo-
dies manages the documentation by using digital signature (Fig. 2.1).
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Fig. 2.1. Digitization of processes in Local Health Units (% Health Units out of total)

Source: LITIS data processd by Between  (March  2010)

An indicator of the degree of involvement of doctors in the digitization process of health is
the presence at the local level of additional agreements made by the Health bodies with the
Doctors of General Medicine and Paediatricians of choice.
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In order to assess the status of digitization of clinical processes an interesting indica-
tor is the degree of activation of telemedicine services used by health workers to coo-
perate in healthcare delivery processes. The diffusion of these services is not uniform
across the Country. Except for the two Autonomous Provinces, in all Regions these ser-
vices are available in less than 60% of the health units. The Regions where telemedi-

39% of the local health units in Italy have made agreements with doctors on basic techno-
logical endowments (ownership of hardware or software), while incentives and specific
agreements on the digital management of clinical documentation (drawing up and sharing,
through digital means, of prescriptions, certificates, clinical records, etc.) are not so wide-
spread, and are reported for only 22% of the local health units in the Country  (Fig. 2.2).
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Fig. 2.2. Agreements made with general practitioners (% establishments)

Source: LITIS data processed by Between  (March  2010)
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Fig. 2.3. Support to cooperation in care delivery processes Telemedicine services for health workers

(% health units)

Source: LITIS data processd by Between  (March  2010)

cine services are reasonably available are Veneto, Emilia-Romagna, Abruzzo and Sar-
dinia (Fig. 2.3).

|2.2.2| Regional health register

The Regional Health Register is one of the basic components of the Electronic Health Plat-
form: centralized management of registers is indeed necessary not only for an appropria-
te management of the delivery of healthcare services to citizens, but also for an effective con-
trol of spending and, notably, to be able to manage the Electronic Health Record.
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The survey, consisting in interviews with the Regional Directors of electronic Health ma-
de it possible to measure progress in the creation of the Regional Health Registers, general-
ly achieved by merging and matching the registers of the various local local health units in
the Region 8. 
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Fig. 2.4. Regional health register

Source: Between, Interview with the Regional Directors of e-Health (October 2010) Interview with the Regional
Directors of e-Health

8 The figures obtained do not include the updates from the Municipal Registry Office that may be more or less advanced de-
pending on individual cases. To date many Regions envisage that the data of the Health Register will be matched with the INA-
SAIA data systematically, even though none of them has yet developed this project. 

So far, three Regions out of four have completed their Regional Registry while in the Mar-
che, Lazio, Calabria and Campania Regions it is in an advanced stage of progress. Finally, in
Veneto a pilot project is now being rolled out to the whole Region (Fig. 2.4).

Available

In preparation or testing

Not available



|2.2.3|The regional CUP

The setting up of Single Booking Centres for health services (Italian: “Centro Unico di Prenota-
zione” - CUP) at Regional level for processing the requests for health services – one of the most
widespread service in the territory – is an essential step for the construction of a National CUP.

At local level the availability of CUPs is not uniform: to date the regional service is active
in 12 regions while it is being set up in the Autonomous Province of Bolzano , in Abruzzo and
in Sicily. In Tuscany the CUPs that are in operation cover vast areas but not the whole Re-
gion (Fig. 2.5).
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Fig. 2.5. Regional CUP 

Source: Between, Interview with the Regional Directors of e-Health (October 2010)

The CUPs have different degrees of completeness depending on their integration with pu-
blic and private facilities that are present in the territory and on the availability of indivi-
dual facilities that may be integrated only partially. The solutions adopted for setting up the
Regional CUP differ from Region to Region. Three modes have emerged: a single Regional
CUP (in operation or planned for 10 Regions), a across regions CUP (in operation or planned
for 4 Regions),  an integrated CUP (in operation or planned for 4 Regions).

Available
In preparation or testing
Not available
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|2.2.4| Cards for health workers (National Services Card - NSC)

Individual NSC electronic cards for health workers (or worker cards) are an advanced instru-
ment not only for regulating and managing access to services available for workers, but al-
so for the digital signing of clinical reports and clinical documents.
The diffusion of cards at the regional level is one of the parameters used to evaluate the de-
gree of digitization of Public Health. The indicator presented in the figure below includes
cards delivered by the Regions and does not take into account those distributed autonomou-
sly by individual Local Health Units and Hospitals (ASL/AO)9. 

Fig. 2.6. Percentage of workers having National Services Cards with digital signature (delivered by

the Region)

Source: Between, Interview with the Regional Directors of e-Health (October 2010)

9 In particular, the analysis does not include the NSC cards distributed without any regional coordination as is the case with
Emilia-Romagna and Veneto where presumibly the total number of cards is actually higher.

The availability of operator cards is not uniform across the Country: in Lombardy, in Friu-
li Venezia Giulia and in the Autonomous Province of Trento more than one worker out of two
have an NSC card, while less than 50% of the workers do in five Regions where the distri-
bution is currently under way (Fig. 2.6).

In the other cases the degree of diffusion is still rather limited even though the testing cur-

>50%

5% - 50%

Limited testing (<5%)

To be delivered in the future

NSC not envisaged
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Fig. 2.7. Percentage of General Practitioners/Freely chosen Paediatricians in Regional networks 

Source: Between, Interview with the Regional Directors of e-Health (October 2010)

rently under way will soon increase the dissemination of NSC cards. The Regions where he-
alth workers do not have an NSC card (except for Valle d’Aosta, Campania and Lazio) envi-
sage the development of ad hoc projects for the adoption of the card in the future. 

|2.2.5| Regional Health Networks

The operation of a regional information system ensures access to important services such
as the matching of registers, connection with the CUP, electronic prescriptions, delivery of
medical records, access to the Electronic Health Record, etc. 

Except for Piedmont, all Regions are setting up networks of doctors connected with the re-
gional information system even though the implementation of the project is not uniform
across the territory. While on the one hand there are Regions where the doctors connected
to the services of the regional network are above 90% (Valle d�Aosta, Lombardy, Emilia-Ro-
magna and Basilicata - in this latter Region only two functions are available to doctors: mat-
ching of the data with the Registry Office database and CUP reservations), a doctors’ net-
work has not yet been set up in Lazio, Calabria, Sicily and Piedmont (Fig. 2.7).

>65%

35% - 65%

<35%

Project not yet carried out
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|2.2.6| Networks of pharmacies 

In almost all Regions networks are planned to connect the pharmacies to the Regional he-
alth information system. The main service offered by the pharmacies, which was started
several years ago through direct connection with the regional network or through reserved
access to regional portals, is the reservation of health services.
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10  The initiatives of individual ASLs have not been considered

Fig. 2.8. Percentage of Pharmacies that have joined networks for making reservations

Source: Between, Interview with the Regional Directors of e-Health (October 2010)

The connection of pharmacies with the Regional networks to provide reservation services
is available in 15 Regions10: in 7 cases the diffusion of the service across the region exceeds
65% of pharmacies; cases of excellence are Lombardy, that has connected 100% of its phar-
macies, Umbria (99%), Molise (95%), Emilia-Romagna (85%), and Abruzzo (80%). On the other
hand this service is not available in Valle d�Aosta, in Piedmont, in the Autonomous Provin-
ce of Bolzano , Basilicata, Sicily and Sardinia.
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35% - 65%

<35%

Network not yet set up



|2.2.7| Electronic Health Cards for citizens

The availability of an electronic health card of the NSC type enables the citizen to safe-
ly manage not only the procedures providing access to health services but also, where
available, to their own clinical data via web. An alternative instrument that is present
in some Regions is the distribution to citizens of ID access of the traditional type (User-
name and Password).
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Fig. 2.9. Percentage of citizens with NSC

Source: Between, Interview with the Regional Directors of e-Health (October 2010) To be delivered in the future

So far only Lombardy, Tuscany, Friuli Venezia Giulia and Sicily have distributed cards with
microchips to their citizens. In Molise, thanks to an experimental project, 34% of residents
is endowed with an NSC card, whereas in Valle d’Aosta and in the Automous Provinces of
Trento and Bolzano  they are planned to be distributed in 2011.

Other Regions have not yet planned the distribution of NSC cards even though they have
adopted solutions based on access credentials of the traditional type.
The cards that are really active – i.e. that provide access to the services by the citizens – are
just over half of those distributed in Lombardy and Friuli Venezia Giulia, whereas in Tusca-
ny – where the delivery has just been completed – only 10% provides access to the services.

>50%

<50%

To be delivered in the future
Not envisaged



|2.2.8| Electronic Health Record (EHR)

Under the New Health Information System, the Health Data Integration System envisages the
creation of a new national model of reference for the Electronic Health Record (EHR). All Re-
gions are actively working on the creation of an EHR but to date there are still differences in
the implementation of the individual components and in their integration.

Lombardy, Emilia-Romagna, Tuscany  and the Autonomous Province of Trento have set up an
initial operational EHR structure even though in some cases not all components have been com-
pleted.
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Fig. 2.10. Diffusion of Electronic Health Records

Source: Between, Interview with the Regional Directors of e-Health (October 2010)

At present the file is being tested in eleven Regions albeit with different modalities and with
a degree of diffusion that is not uniform across the regional territory. 

In Calabria and in Sicily a test is in underway. The EHR has not been implemented yet, not
even as a prototype, in Valle d’Aosta, in the Autonomous Province of Bolzano , in Umbria and
in Lazio. 

Available (at least 1% of citizens)

Testing under way

Testing about to start

Not yet implemented



|2.2.9| Online reservations

At local level online reservation for diagnostic services and outpatient treatment (excluding
hospital admissions) is offered mainly on the initiative of individual local health units, even
though important regional projects are being prepared. 
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Fig. 2.11. Percentage of Local health units that have an online reservation service (*)

(*) Requests made online with call back via phone or mail, request for reservations via mail with confirmation of
appointment via mail, full precedure via web. 
Source: Between Platform Observatory(October 2010)

Diagnostic and outpatient services can be booked online in Basilicata, Lazio and in the Au-
tonomous Province of Trento. In Lombardy and in Emilia-Romagna a Regional service is avai-
lable even though at this point in time it has not yet been extended to all local health units
(Fig. 2.11).

|2.2.10| Online Payments 

At present online payment services are available in eight Regions. In Liguria, Friuli Vene-
zia Giulia and Emilia-Romagna an ad hoc portal has been set up for payments, but only in
Liguria is the site accessibile to the users of all local health units. 

In the other five Regions where payments can be made online, the service has been set up
on the initiative of individual local health units without any coordination at the regional le-
vel (Fig. 2.12).
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Fig. 2.13. Percentage of Local health services that provide medical reports online (*)

(*) The delivery of medical reports is a service that was considered as being available only in the cases in which
the reports could be viewed via web, downloaded, and when delivered via portal or e-mail as an attachment. 
Source: Between Platform Observatory(October 2010)

Fig. 2.12. Percentage of Local health units with an online payment service (*)

(*) The service was considered as being available only in the cases in which transactions could be completed via web.
Source: Between Platform Observatory(October 2010)
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|2.2.11| Online medical reports

In most Regions citizens can obtain their medical reports via web (at least in experimental
form), thanks mainly to the initiatives taken by individual local health units. In many ca-
ses the service has not been completed yet since in almost all cases it is restricted only to la-
boratory test results.

In areas where the service is offered directly by the Regions (Valle d'Aosta, Lombardy, The
Autonomous Province of Trento, Basilicata and Marche) its diffusion across the regions is
broad and widespread. However in Veneto, even though the service is not provided by the
Region, almost half of the healthcare units offer this service to their patients.

|2.2.12| Digital sickness certificates
Following the implementing decree of Law Decree 150/2009 it has become compulsory to
forward sickness certificates to INPS  (National Institute for Social Security) via web. The
service aims at having doctors of the National Health System (NHS) send to INPS the sick-
ness certificates authorizing workers of both private and public sectors to be away from
work, and then INPS forwards the certificate to the employers (Fig. 2.14).

Since the new electronic transmission procedure was adopted, the number of digital sick-
ness certificates sent through this channel has progressively increased. According to recent
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Source: Presidency of the Council of Ministers, Department for the Digitization of the Public Administration and for Techno-
logical Innovation (calculation based on INPS data, June -November  2010)

Fig. 2.14. Total number of certificates forwarded online on a monthly basis  (public and private

sectors)

Total public and private sectorsMonthly public Monthly private 

June 2010 July 2010 August 2010 September October 2010 November 
2010 2010



data provided by INPS, the overall number of documents forwarded via web was more than
1.9 million in November with an average rate of more than 23 thousand sickness certifica-
tes being sent online per day.
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Tab. 2.1. Number of sickness certificates forwarded electronically

Source: Presidency of the Council of Ministers, Department for the Digitization of the Public Administration and for Techno-
logical Innovation (calculation based on INPS data, November  2010)

In November 2010 in all Regions there was an increase in the number of sickness certifica-
tes sent electronically compared to the previous month, with fairly uniform increases in the
various areas of the Country. A special case is Friuli Venezia Giulia, where the number of sick-
ness certificates forwarded via web increased in November by 65% (Tab. 2.1.).
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Source: Presidency of the Council of Ministers, Department for the Digitization of the Public Administration and for Techno-
logical Innovation (calculation based on INPS data, October 2009-November 2010)

The impact of digitizing the transfer of certificates is evident if a comparison is made bet-
ween the paper documents submitted in 2009 and those sent via web in 2010. At national
level the proportion of sickness certificates for private workers registered with INPS sent
online against the total number of paper certificates received by INPS for the same time pe-
riod in 2009 increased from 20% in August to 45% in September, to 55% in October. The trend
is confirmed also by estimates made on the November data according to which digital co-
verage should be around 57% (Fig. 2.15). 

Fig. 2.15. Online sickness certificates: digital/paper ratio (estimate of impact)
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Below is the indicator relative to the number of accredited doctors i.e. doctors endowed with
NSC or PIN (Personal Identification Number) to access the service. 
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Source: Presidency of the Council of Ministers, Department for the Digitization of the Public Administration and for Techno-
logical Innovation (calculation based on Ministry of the Economy and Finance data, November  2010)

Fig. 2.16. Online sickness certificates (% of enabled family doctors) 

According to the data of the Ministry of the Economy and Finance, the regional average of
family doctors endowed with the credentials required to send certificates online is now clo-
se to 90%. The enabling procedure has been completed in Emilia-Romagna, Tuscany, Lom-
bardy, Friuli Venezia Giulia (where the National Services Card is used) and in Valle d’Aosta
(where the PIN has been delivered to 100% of doctors).  In nine regions between 91% and 98%
of family doctors have received their PIN. Liguria is still lagging behind since the PIN has
been forwarded only to 47% of family doctors. 
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Schools and Universities
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|3.| SCHOOLS AND UNIVERSITIES

IMPROVEMENTS in the quality of human capital, thanks to the higher level of general
and university education, is a necessary precondition for enabling Europe to meet the
challenges of the new millennium and build a knowledge society. Based on this awa-

reness and starting from the 2000 Lisbon strategy through to the Europe 2020 published in
March 2010 (with in particular the Digital Agenda, one of the flagship initiatives aimed at ma-
ximising the social and economic potential of ICT), the European Commission has placed at
the centre of its action the issue of modernizing the teaching and learning methods used to
provide digital literacy. Within the framework of efforts for renewing the “Education system”,
prompted at Community level and initiated in many European countries, with its e-Gov Plan
Italy has promoted a firm action plan to modernize the school and university system.
Pursuing this goal requires actions and projects designed to spread digital innovation throughout
the schools and universities, upgrade the quality, efficacy and access to education, simplify the
administrative relationships with parents and students, and digitize administrative procedures. 

The first result of this action plan is the progressive diffusion of ICT instr uments throughout the
education facilities, among teachers and students alike, in particular of the Internet not only as
an instrument to simplify relationships but above all as a means for developing new educatio-
nal methods that will more or less gradually change the teaching and learning methodologies.

|3.1| DEFINITIONS AND SCOPE OF THE ANALYSIS

This Chapter describes in detail at the local level the current level of diffusion and use of ICT
in the school and universities, notably: digital teaching in the classroom, use of new techno-
logies by the teachers, the use of innovative communication media for the administrative
services of the schools, simplification and digitization processes in Italian universities (on-
line enrolment, electronic recording of exams, student electronic career record).
The Chapter focuses separately on the progress of digitization of the schools and universi-
ties. Regarding the schools, the analysis focuses on the diffusion of the use of ICT in the two
main “processes” present in the schools: 

• teaching activity; analysis of the deployment in the schools of digital means and con-
tents and use of technological platforms for utilizing, developing and sharing mul-
timedia contents for students, teachers and families;

• school-parent relationships; description of the progress of digitization of administra-
tive services and of the level of simplification of school-parent communications (stu-
dents’ school reports, applications for enrolment, access to student personal records,
and online booking parent-teacher interviews, etc.).

As regards universities, the analysis focuses attention on some processes that have had a ma-
jor impact on universities in terms of simplification: online student enrolment, electronic
recording of exams, and electronic student personal records. Moreover, the measurement
of the degree of WIFI coverage and diffusion of VoIP is used to describe the level of digiti-
zation of university infrastructure.

   E-gov Italia 2010
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|3.2| DIFFUSION OF ICT IN THE SCHOOLS AT LOCAL LEVEL 

|3.2.1| Digital teaching in the classroom

In the following pages an analysis is presented of the digital teaching media used in the scho-
ols: multimedia contents available on the InnovaScuola portal, Multimedia Interactive Black-
boards (MIB) and the Internet. 

|3.2.1.1| The InnovaScuola portal
InnovaScuola is a project of the Ministry of Education, Universities and Research and of
the Ministry for Public Administration and Innovation. Its goal is to offer access to mul-
timedia teaching content both free of charge and upon payment. The initiative is addres-
sed to all the individuals of the school community (professors, students, families, hobbyists)
and is achieved through a web portal and a cooperative environment for the sharing of ex-
periences and resources.
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Source: Presidency of the Council of Ministers, Department for the Digitization of the Public Administration and
for Technological Innovation (30 November  2010)

Fig. 3.1. Number of hits for the InnovaScuola portal - 2010

As at November 2010 InnovaScuola counts almost 1190 contents free of charge for prima-
ry and secondary schools of first and second degrees. Some 2000 users are registered with
the portal of which 751 are teachers and 1287 are students (Fig. 3.1).
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From the analysis of hits for this site, information is obtained on the geographic breakdown
of users who visit the portal. The most numerous contacts obviously were made by the
towns with the larger populations: Rome, Milan, Naples, Palermo, Catania, Turin, Padua,
Cagliari, Bologna and Florence. (Fig. 3.2).
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Fig. 3.2. Geographic distribution of hits in November 2010

Source: Presidency of the Council of Ministers, Department for the Digitization of the Public Administration and
for Technological Innovation (30 November  2010)
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|3.2.1.2| Distribution of Multimedia Interactive Blackboards (MIB) in the schools
The Ministry for Education, Universities and Research, the Department for Digitization of Pu-
blic Administration and Technological Innovation and the Regions have adopted plans in sup-
port of digital innovation in the schools that envisage the distribution of Multimedia Interac-
tive Blackboards, “school-size” instruments having a key role in the renewal of teaching methods.
On the whole, more than 22,500 MIBs have been distributed to the schools according to a
geographic breakdown shown in the table below.  Campania, Lombardy, Sicily and Apulia
are so far the regions with the highest number of MIBs in the schools (Tab. 3.1).
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Tab. 3.1. Number of MIBs distribuited to schools by various Bodies

Source: Ministry for Education, Universities & Research, Department for Digitzation & Innovation, CISIS (November
2010)
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Fig. 3.3. Number of Multimedia Interactive Boards / 100 classrooms

Source: Ministry for Education, Universities and Research, Department for Digitzation of Public Administration
and Technological Innovation, CISIS (November 2010)

By weighting the data on the basis of number of classrooms, compared to a National ave-
rage figure of just over 6 Multimedia Interactive Boards per 100 classrooms, the distribu-
tion by Region is not uniform: in the Autonomous Province of Trento there are more than
18 MIBs per 100 classrooms, in Valle d’Aosta just over 13, in Molise less than 12, in Basi-
licata almost 10, and in Sicily, Abruzzo and Marche some 8 per 100 classrooms (Fig. 3.3).
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Fig. 3.4. Percentage of schools endowed with MIBs (*)

(*) Sample survey carried out on 1500 schools of all levels and types
Source: Between Platform Observatory (June  2010)
  

Confirmation of the significant incidence of the new instruments comes from a sample sur-
vey carried out on 1500 State and non-State schools 11, which shows that in some Regions
more than 70% of schools are endowed with these innovative teaching tools (Fig. 3.4).

11 Data processed on the basis of a sample survey carried out by Between on a sample of 1500 schools (State and non-state scho-
ols). It must be pointed out that the MIUR started the project entitled “Permanent Observatory of technological equipment for tea-
ching purposes” under the leadership of the General Directorate for Studies, Statistics and IT. The results of this Observatory will
be made available in a future version of the Report.
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Fig. 3.5. Average percentage of schoolrooms with Internet connection(*)

(*) Sample survey carried out on 1500 schools of all levels and types
Source: Between Platform Observatory (June  2010)

12  See previous footnote

|3.2.1.3| Classrooms with Internet access 12

Even though the Internet is a medium that is available in almost all schools, its presence in
the classrooms is still limited. Indeed only about 10% of classrooms are endowed with web
connection at national level, with major geographic differences. 

In Sicilian schools almost 2 classrooms out of 10 are connected with the Internet. The In-
ternet is widespread also in the classrooms in Lombardy whereas in Campania and Valle d’Ao-
sta the number of classrooms connected with the Internet is very small. 
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Fig. 3.6. Percentage of schools where more than

50% of teachers has attended ICT training courses(*)

Fig. 3.7. Percentage of schools where more than

50% of teachers normally use ICT technology (*)

(*) Sample survey carried out on 1500 schools of all levels and types
Source: Between Platform Observatory (June  2010)

Even though there are strong geographic differences, on average only in one school out of
4 most of the teachers normally use ICT. Only Liguria, Basilicata and the two Autonomous
Provinces of Trento and Bolzano  have performances that are well above the national ave-
rage.

|3.2.2| Digital Divide among teachers

The data gathered show that in some cases the use of interactive teaching instruments do-
es not take off also because of the difficulties that the teachers have in using the new techno-
logies.  In all Regions, except for Liguria, the percentage of schools where most of the tea-
chers have attended ICT training courses is below 50%.  
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Source: Presidency of the Council of Ministers, Department for the Digitization of the Public Administration and for
Technological Innovation (September 2010)

Fig. 3.8. Number of schools that have registered with the Scuola Mia service per Region

|3.2.3| Parent-teacher communication

In the last few years many schools are simplifying the way they communicate with parents
thanks to an increasing and daily use of ICT. In general, however, the diffusion of these ini-
tiatives is not uniform across the Country. Below, a geographic breakdown is given of the
use of innovative instruments in the schools aimed at improving dialogue with parents.  

|3.2.3.1| The ScuolaMia portal
The ScuolaMia portal was developed within the framework of initiatives envisaged by the
Memorandum of Understanding signed on 30 October 2008 by the Minister for Public Ad-
ministration and Innovation and the Minister for Education, Universities and Research. The
aim of the initiative is to simplify school-parent relationships in order to facilitate the pa-
rents’ participation in the life of the school and of their children. By making available a set
of services that can be accessed via the web (digital school reports, information about the
students’ school life and their performance, arranging parents’ meetings with the teachers,
informing the families in real-time about the presence/absence of students), the schools can
use working instruments that make for more rapid and effective interaction with parents.   
The figure below illustrates the distribution by Region of the school institutes that have si-
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Fig. 3.9. Use of PEC (% schools) (*) Fig. 3.10. Use of PEC for school-parent 

communication (% schools) (*)

(*) Sample survey carried out on 1500 schools of all levels and types. Base: All schools
Source: Between Platform Observatory (June  2010)

gned up with the ScuolaMia portal, which is indispensable in order to provide parents with
the abovementioned services.

|3.2.3.2| Diffusion and use of ICT tools for parent-teacher communication
The data gathered confirm the central role that the schools attribute to ICT in schoool-pa-
rent communications. Certified Electronic Mail (PEC) for instance is a widespread instru-
ment which is present in almost 70% of Italian schools. Its use, also to communicate with
parents, has started to take root and indeed 12% of all schools across the Country are now
using it with peaks of over 20% in Trentino Alto   Adige. (Figg. 3.9 e 3.10).

The Internet is a another instrument which is of crucial importance in the school-parent dia-
logue and, to date, most schools have an Internet connection, even though this channel is
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often used by the schools only to provide information and to make general announcements.
Only in a few cases are there transactional  services, like those linked to the request for cer-
tificates or student enrolment (Fig. 3.11).

Fig. 3.11.Website used for
general communication 
(% schools) (*)

Fig. 3.12. Website used for
obtaining certificates 
(% schools) (*)

Fig. 3.13. Website used for
student enrolment 
(% schools) (*)

(*) Sample survey carried out on 1500 schools of all levels and types
Source: Between Platform Observatory(June  2010)

The possibility of requesting certificates via the school web is a service which is provided
by a large proportion of institutes in Trentino Alto Adige, Liguria, and Umbria, while it is
not very widespread in Valle d’Aosta and in Friuli Venezia Giulia.     

Online enrolment of students is not so common. Only in Piedmont and Lombardy slightly
more than one school out of 10 provides families with this service (Fig. 3.13).
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|3.2.4| Territorial benchmarking 

By constructing the two compounded indicators shown in the figures below, it is pos-
sible to obtain a regional classification of digital teaching and school-parent communi-
cation; this allows to highlight the strengths and weaknesses of each Region.  
The first indicator, (Fig. 3.14 ), which refers to digital teaching, is obtained by taking in-
to account: 

• connection with the Internet and availability of “digital classrooms” that measu-
re the infrastructural endowment and diffusion of technologies in the schools (as
for instance the presence of the Internet or of MIBs in the classrooms); 

• digital literacy of the teachers calculated on the basis of the attendance of training
courses by the teachers and of the utilization of technologies in the classroom;

• digital contents and interactive instruments for assessing the degree to which use is

Chapter 3. Schools and Universities

90 | D I G I T A L  A G E N D A  I T A L I A

Fig. 3.14. Digital teaching Fig. 3.15. School-parent comunication

Source: Between Platform Observatory (June  2010)
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made of teaching softwares, transactional maps, collection of tests and materials on-
line, etc.

The second indicator concerns school-parent communications. It is built on the basis of: 
• the degree of digitization and integration of national systems, with a view to evalua-

ting the presence of management applications (for instance services for students) and
integration with national systems, if any; 

• the presence of electronic systems for monitoring school attendance and e-identifi-
cation of students; 

• the availability of communication systems on the Internet and use of the services of-
fered by the ScuolaMia portal.

Regarding digital teaching, the schools of Lombardy, Emilia-Romagna, Apulia and the scho-
ols of the Autonomous Province of Bolzano  are performing quite well, and as regards the
digitization of school-parent communications the leading Regions are Liguria, the Autono-
mous Province of Trento, Emilia-Romagna and Tuscany.

|3.3| DIFFUSION OF ICT IN UNIVERSITIES AT LOCAL LEVEL 

This paragraph gives an overview of the digitization of some services available in Italian
universities by analysing progress achieved in the implementation of the ICT4Universi-
ty programme.

Fig. 3.16. Map of projects funded by the ICT4University programme

Source: Presidency of the Council of Ministers, Department for the Digitization of the Public Administration and for Techno-
logical Innovation, ICT4University projects status update (September 2010)
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|3.3.1| The ICT4University programme

The digitization of the National university system is a priority goal of the Government’s ac-
tion plan for the introduction of e-Gov in the PA. This goal is pursued also through the
ICT4University programme under which all Italian universities will be endowed with ad-
vanced services for students, teachers and administrative staff by 2012, a well as full WI-
FI coverage and availability of theVoIP service on all premises. Under the programme mo-
re than 110 projects submitted by 55 State Universities out of the 67 state universities pre-
sent in Italy, have been funded as shown in the figure 3.16.
The following  pages illustrate the results achieved in the last few years in terms of services
that have been introduced. A first interesting fact to be analysed is the measurement of the
availability of services per student population. In particular, the table shows the proportion
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Base: List of 67 State universities and post-graduate training schools, MIUR 
Source: Presidency of the Council of Ministers, Department for the Digitization of the Public Administration and for Techno-
logical Innovation, ICT4University project status update (September 2010)

Tab. 3.2. Services made available by projects – actual student access to the services as at

September 2010
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of students, Region by Region, who have access to the main services.  In summary: (Tab 3.2): 
• the WIFI network is available for all students of the universities in Liguria, Lombar-

dy and Tuscany; 
• online enrolment for the courses is a service that has been activated for all students

in 9 regions; 
• the online recording of exams is fairly widespread and is currently available for the

students of Lombardy, Liguria and Tuscany.   

|3.3.2| WIFI Network

More than 50% of the Universities that have joined the WIFI network project have already
completed the service. In the remaining cases the implementation is nearing completion. In
some cases the state of implementation is quite advanced (Lombardy, Liguria, Veneto, Emi-
lia-Romagna, Marche and Lazio).

Base: List of 67 State universities and post-graduate training schools, MIUR
Source: Presidency of the Council of Ministers, Department for the Digitization of the Public Administration and for
Technological Innovation, ICT4University projects status update (September 2010)

Fig. 3.17. Diffusion and progress in implementa-

tion of projects for the adoption of WIFI service

Fig. 3.18. Diffusion and progress in implemen-

tation of projects for the adoption of online

enrolment services

|3.3.3| Online enrolment

Online enrolment services are available in over 70% of the 55 Universities that have joined
the project. In Lombardy, Liguria, in the Autonomous Province of Trento, Veneto, Emilia-
Romagna, Marche, Umbria, Molise and Sardinia, all the Universities in the project are now
running the service. Only in Calabria none of the Universities has completed the project 
(Fig. 3.18 )
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Do not take part in 
the project
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Base: List of 67 State universities and post-graduate training
schools, MIUR 
Source: Presidency of the Council of Ministers, Department
for the Digitization of the Public Administration and for Te-
chnological Innovation, ICT4University projects status up-
date (September 2010)

(*) The progress of individual universities refers to the
overall status of the Digital University subprojects
Base: List of 67 State universities and post-graduate
training schools, MIUR 
Source: Presidency of the Council of Ministers, Depar-
tment for the Digitization of the Public Administration
and for Technological Innovation, ICT4University pro-
jects status update (September 2010)

Fig. 3.19. Diffusion and progress in implementa-

tion of projects for the adoption of online recor-

ding of exam results

Fig. 3.20. Testing of the Electronic Student

Personal Record

|3.3.4| Online registration of exam results

To date, 21 Universities that have joined the project have fully completed the service. An ad-
vanced state of implementation of the system has been reached in the universities of Vene-
to, Emilia-Romagna, Lombardy, Marche and Sardinia. The Universities of Piedmont, of the
Autonomous Province of Trento, Liguria, Umbria, Molise, Apulia and Calabria are lagging
behind because in those Regions no initiative seems to have been taken. (Fig. 3.19).

|3.3.5| The Electronic Student Personal Record

The Electronic Student Personal Record gathers together in digital format all the informa-
tion about the university life of each student from the time of registration with the univer-
sity (degree, Bachelor’s degree, specialization, PhD, first and second level master’s degre-
es) up to the conclusion and completion of the education cycle or interruption (moving, lap-
se, withdrawal).

The Electronic Student Personal Record is currently being prepared in all the 24 Universi-
ties that have joined the project (Fig. 3.20).
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Fig. 3.21. Other : VoIP and applications cooperation 

Base: List of 67 State universities and post-graduate training schools, MIUR 
Source: Presidency of the Council of Ministers, Department for the Digitization of the Public Administration and for
Technological Innovation, ICT4University projects status update (September 2010)

|3.3.6| VoIP and Applications Cooperation 
Other initiatives envisaged in the digitization programme of Italian universities concern VoIP
and applications cooperation aimed in particular at eliminating the use of paper media in
the communications between the Universities and between the latter and the Ministry.

VoIP and cooperation on applications are currently being implemented in the 24 Universi-
ties of the project half of which are in Lombardy, Veneto and Apulia. 
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|4.| CIVIL JUSTICE AND ELECTRONIC SERVICES

ALL EUROPEAN COUNTRIES are strongly committed to speeding up the digitization
of the Justice system, since they are aware of the fact that exploiting the op-
portunities offered by the ICT is an essential step in improving the overall effi-

ciency of the system. 
Italy, through its 2012 e-Gov Plan, considers Justice as being a priority area for inter-
vention and envisages an articulated programme of organizational and technological
innovation.

Within this framework, the implementation and diffusion of the Electronic Civil Pro-
ceeding (ECP) is one of the most important innovations promoted in recent years. In-
troduced by D.P.R. n° 123 of 13 February 2001, with regard to civil proceedings, the
ECP aims at computerizing the flow of information and documents between external
users (lawyers and assistants to the judges) and the court offices on the one hand, and
on the other hand, among the internal users (magistrates and the clerks of the courts).
At present the ECP – in operation in over 20% of the Courts – concerns only the enfor-
cement of court orders, real estate enforcement measures and insolvency procedure). 

Electronic services - of which the ECP is the highest expression – are aimed at
reducing the duration of court proceedings by decreasing the paperwork thanks to
progressive digitization. Indeed, in the traditional judicial system the registers held by
the clerk of the court and the paper files constitute the core around which all the infor-
mation of the proceeding revolves.

As a consequence, the first step for introducing electronic services is represented by
the development, installation and use of computerized registers and files. The next
step is then enabling of all professionals to access the information contained in the re-
gisters and the documents available in digital format from their offices; they must also
be enabled to receive communications, notifications, and Court Orders via the web,
submit digital deeds signed with electronic signature and finally make the payments
related to the civil proceeding via the web. Also the magistrates and the clerks of the
court must be given access to the same instruments. 

The IT systems in civil justice cover three macro-areas: 
• systems for managing the registers of the clerks of the court;
• infrastructure enabling interoperability with users and external bodies; 
• applications for the activities performed by the judges.

The starting point is the automation of the Registers of the clerks of the court which,
having already been computerized, were recently subjected to re-engineering using web-
based technology with a district-based approach to the data processing. This led to the
setting up of the SICID district system (for the part concerning ordinary cognition) and the
SIECIC system (for the part concerning individual and collective creditor actions). The
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new systems integrate each other and constitute the architectural foundation of the ECP, a
software infrastructure that allows to electronically manage all civil proceeding actions
taken by both external players (lawyers, notaries, Court appointed experts, assistants to
the judges in general and also other administrations/public bodies) and by internal players
(judges and clerks of the court).

The ECP has the following characteristics:
• Software systems that support the activities of judges (called “Magistrate’s Wor-

kstation” and the “MAG Office”); 
• software for gathering and cataloguing the documents associated with the files

(called “Document Repository” which, together with the register management
system, constitutes the “Electronic File” of the proceeding thus dematerializing the
corresponding paper files); 

• software and infrastructure components for the interoperability of the district sy-
stems at the service of the clerks of the court with other systems and users also
outside the “civil justice system” (SICI). 

The new technological architecture has the aim of making possible such operations as:
• Reading information on the state of progress of proceedings as inferred from the

registers held by the clerks of the court; 
• reading the virtual files of court proceedings; 
• transmitting communications and notifications; 
• filing deeds and documents; 
• paying court charges (in preparation); 
• reading information made available on specific portals (e.g. portal for collective

creditor actions, portal for auctions) addressed to citizens and the legal profes-
sions.

These operations may be carried out by the clerks of the court, judges, and by the profes-
sionals, involved in judicial proceedings (as for instance lawyers, notaries, chartered ac-
countants);   in the future it will be possible for citizens involved in the proceedings to
have remote access to some services, without their having to go to the office of the clerk of
the court.  
As a result of the use and spreading of electronic services there will be a delocalization of
court activities, rationalization of court services and reduction in the duration of
proceedings, hence offering a high quality “Judicial Service”.  

|4.1| DEFINITIONS AND SCOPE OF THE ANALYSIS

This Chapter, drawn up under the supervision of the Ministry of Justice 13,  illustrates the
diffusion, as at December 2010, of electronic services offered for civil proceedings: 

• Polisweb, which allows authorized individuals and in particular lawyers to access
the Ordinary Cognition Registers (SICID) and Individual and Collective Creditor
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Action Enforcement Registers (SIECIC), providing access to the data on c  ivil pro-
ceedings updated to the previous day;

• Polisweb ECP which allows authorized individuals to read the files contained in
the Ordinary Cognition Registers and Individual and Collective Creditor Action En-
forcement Registers synchronously, as well as the documents contained in the IT
file, thus offering an online view of the status of the file in real-time as the events
are recorded by the clerk of the Court;

• Communication and notifications via certified e-mail, a function that is already
present in the SICID and SIECIC systems and which consists in sending notifications
(under Article 51 Law Decree 112/2008 converted into Act 133/2008 and amended
by LawDecree 193/2009 converted into Act 24/2010) by the clerk of the court to the
lawyers and technical experts through certified e-mail to the electronic address of
the recipient. The dispatch is automatic once the register has been updated by the
clerk of the court; the certified mail receipt is automatically included in the IT file
and is preserved therein. 

• Electronic filing of documents whereby authorized external individuals can file
deeds according to the modalities envisaged by the ECP. In particular the system
enables lawyers to file deeds and documents relevant to a court proceeding even
outside of his district and have legal value.  This service enables magistrates to te-
lematically upload their deeds into the systems of the clerk of the Court. The docu-
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Fig. 4.1. National Polisweb: access to Cognition Registers (Courts)

Source: Ministry of Justice (15 December 2010)  

Operational

Not yet in operation



ments automatically feed data into the registers of the clerk of the Court and are ar-
chived and preserved in the IT file which can be accessed by the parties involved. 

|4.2| ELECTRONIC CIVIL PROCEEDINGS

The judicial system is organized into 26 districts in Italy.  Besides the development and
diffusion of software throughout the judicial offices for register management, the focus of
the Administration of Justice is on the deployment of the IT and electronic  services men-
tioned above. As to the “Polisweb” service, its presence throughout the Country can be
analysed by type of Register.    

Accessing the national Polisweb has a considerable impact on the SICID system and is
present in 90% of the Courts. This service is also available in 138 branch sections 
(Fig. 4.1).
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The IT System for financial, real estate and collective creditor actions (SIECIC), is
operational in 47% of the Courts (Fig. 4.2).

As to the ECP Polisweb platform, it appears not to be uniformly present in the various Di-
stricts compared to the National Polisweb service.  The introduction of this service

Fig. 4.2. National Polis WEB: access to enforcement registers

Source: Ministry of Justice (15 December 2010) 

Operational

Not yet in operation
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Fig. 4.3. Access to the Polisweb ECP – SICID file (% availability by District)

Fig. 4.4. Access to the Polisweb ECP – SIECIC  file (% availability by District)

Source: Ministry of Justice (15 December 2010) 

Source: Ministry of Justice (15 December 2010) 
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produces a heavy impact on organization because it requires a more complex structure of
the offices and constant contacts with the Lawyers’ Association (Figg. 4.3 e 4.4).

The service providing access to the WEB ECP-SICID Polis file is present in 10 Courts of
Appeal, 89 Law Courts and 81 branch sections, whereas access to the SIECIC service is
available in 63 Law Courts and 63 branch sections.

The figures below describe the deployment across the Country of full electronic  services
(ECP).

(*)From 15 December 2010 also for the Court of Monza
the documents filed via the web for an enforcement pro-
cedure will have legal force. 
Source: Ministry of Justice (15 December 2010) 

Fig. 4.5. Electronic filing – Injunctions of the

Ordinary Cognition (Courts)

Fig. 4.6. Electronic filing– Individual and collective

creditor action enforcement Registers (Courts) (*)

Source: Ministry of Justice (15 December 2010) 

  In particular, the diagrams show the sites where electronic services for enforcement
orders and real estate enforcement actions are in operation (Fig. 4.5).
The service is present in all the Courts of the Districts of Brescia and Milan, in three
Courts of the Bologna District (Bologna, Modena and Rimini) and in the Courts of Catania,
Florence, Genoa, Naples, Padua, Rome and Verona, equivalent to a diffusion of 15%. 

The deployment across the Country of the ECP Enforcement Orders is different across di-
stricts in dependence of the technological and organizational facilities available at the
start. 

Operational
Not yet in operation

Courts where electronic services are in
operation with legal value
Courts where the service is being set
up and applications for legal recognition
have been made
Courts that have started implementation
Courts that have not yet started 
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Source: Ministry of Justice (15 December 2010) 

Tab. 4.1. Extent of diffusion – comparison between December 2009/December 2010

In 11 Courts the service is in operation and has legal force (Bari, Bologna, Brescia, Catania,
Florence, Genoa, Milano, Padua, Rome, Turin and Verona).  In two Courts (Naples and Pa-
lermo) the service is being made available. 
An overall view is provided of the difusion of electronic  systems in Civil Justice
throughout the Italian territory as at December 2010. Compared to the previous year,
these data show that the diffusion of ECP has increased significantly in recent months.     
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|5| INFOMOBILITY

A SUSTAINABLE MOBILITY SYSTEM enables each citizen to exercise his right to an efficient
mobility that is compatible with the goal of decreasing the environmental impact
of vehicles, people and goods. A fundamental steps in this direction is the implemen-

tation at the local level of technological solutions that make the infrastructure “smart” and
hence greatly improve the efficiency of public and private transport.

The efficacy of electronic  systems in improving mobility has been demonstrated by various
national and international experiences and also by the potential deriving from the adoption
of ICT in the world of “smart” mobility.

In line with the European Union Directives on sustainable development, the 2012 e-Gov Plan
has set the objective of standardizing and integrating, by 2012, the data of the infomobili-
ty systems implemented by the administrations at the different levels (Regions, Provinces,
Municipalities, ANAS, Ministry of Infrastructures etc.), and of setting up a road database
at national level.

|5.1| DEFINITIONS AND SCOPE OF THE ANALYSIS

The ICT contribution to mobility involves both public informed mobility and private infor-
med mobility. This chapter focuses on mapping infomobility technologies and services in
main Italian Municipalities (i.e. the capital towns of Provinces). The analysis has been di-
vided into two parts so as to deal separately with infomobility concerning public vehicles
and infomobility for private transport. 

The first section “Urban Infomobility – public transport” offers data on the diffusion of ICT
throughout the public local transport systems and in particular in support of the process for
providing information on transport services, purchasing tickets and using public means of
transport (by both citizens and visitors). 

The second section,  “Urban Infomobility – private transport”, focuses on the presence of te-
chnological systems for the mobility of private transport, namely travel planning, control-
ling and regulating access to inner city areas, information to private drivers on routes, par-
king areas and traffic conditions. 

|5.2| URBAN INFOMOBILITY - PUBLIC TRANSPORT

The indicators for urban public transport infomobility show in particular the availability
of the following technologies and services: 

• digitization of public transport timetables and routes in order to provide users with
personalized information; 
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ties (capital towns) in Italy. However, in most cases static timetables are published online,
while interactive databases are not very common. In Liguria and Marche there is a unified
database at regional level: this accounts for the full deployment of interactive systems in tho-
se territories.
Public transport online travel planning is not very common. This service is available in Tren-

• electronic ticketing systems, in terms of adoption of electronic cards for transport;
• web information to users, with different levels of updating;

|5.2.1| Digitization of timetables and of local public transport routes

The digitization of public transport timetables and itineraries makes it possible to search for
the best routes in urban areas and obtain information on lines, timetables and connections,
on the web site of local public transport companies. 
The online availability of public transport timetables regards over 90% of the municipali-
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Fig. 5.1. Online availability of public transport

timetables (%  Capital towns)

Fig. 5.2. Online individual public transport

travel planning  (% Capital towns)

Base: 110 Capital towns
Source: Between Platform Observatory (October 2010)
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14 Contactless smart cards provide access merely by coming into close proximity with the reader, without the need to introduce
the card into a slot. 
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Fig. 5.3. Electronic tickets or cards (%  Capital towns)

Source: Between Platform Observatory (October 2010)

to and in the capital towns of the Marche Region. Moreover this service is totally absent in
9 Regions of the North and Centre-South of Italy (Figg. 5.1 e 5.2)

|5.2.2| Electronic ticketing for local public transport

Electronic ticketing refers to the availability of electronic tickets on smart cards (mainly sea-
son tickets and electronic wallets). The cards considered in the survey are of various types:
rechargeable magnetic cards, smart contact or contactless cards 14. 

Electronic tickets for public transport are available in half of the capital towns. The Regions
where electronic tickets are fully available are in Liguria, Umbria, Campania, Basilicata, Tren-
to and Bolzano . In some cases this is due to the adoption of integrated regional tickets as is the
case in Campania (“Unico Campania”) and in Emilia-Romagna (“Mi Muovo”), even though im-
plementation in this latter Region has not been completed yet. 
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Fig. 5.4. Online updated/real-time information on public transport

(%  Capital towns)

|5.2.3| Information services for local public transport users

Providing timely and updated information about local public transport is one of the essential ele-
ments for informed public mobility. In order to measure this (in capital towns) a check was ma-
de on the websites of the local public transport companies to see whether the information on
traveling time, traffic and timetables was readily updated and whether it was provided in re-
al-time.
Online updated information is available in about half of the capital towns. Only in Umbria
and Bolzano  is the service available in all the capital towns of the Region which offsets the

general lack of measures taken at the Regional level. As to the availability of real-time in-
formation on the waiting time for the next bus or train, in many towns there are electronic
bus stop displays while real-time information is available online only in some capital towns. 

Base: 110 Capital towns
Source: Between Platform Observatory(October 2010)
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Also information on waiting time for next bus/train 
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Base: 110 Capital towns
Source: Between Platform Observatory (October 2010

|5.3| URBAN INFOMOBILITY - PRIVATE TRANSPORT

The indicators for private transport infomobility refer to the presence of the following te-
chnologies and online services: 

• electronic systems that control access to Limited Traffic Zones (LTZ) (mainly electro-
nic gates) and online requests for access or for obtaining permits; 

• electronic payment of parking fees or online recharging payment cards;
• information services to private transport such as real-time information on road and

traffic conditions in terms of availability on institutional web sites.  

Fig. 5.5. Computerization of LTZ (%  Capital towns)

|5.3.1| Limited Traffic Zones (LTZ) informatization

As regards private mobility management systems, a survey was made about the presence
of systems (basically cameras) controlling access to LTZ areas and about the possibility of
requesting permits via the Internet and/or SMS (Fig. 5.5).
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Electronic parking payment systems have been found in some 40% of the Municipalities that
are capital towns including all capital towns of Liguria, Umbria, Trento and Bolzano . They
are absent in four Regions (Valle d�Aosta, Abruzzo, Campania and Sicily). Online card rechar-
ging systems are not very common and are curently available only in three towns in Lom-
bardy, Veneto and Friuli Venezia Giulia.

Electronic gates are present throughout the Country but are totally absent in Basilicata, Tren-
to and Bolzano , while the service of applying for access permits online/SMS is available on-
ly in six Regions. 

|5.3.2| Electronic payment for parking services

E-payment of parking fees has been considered in terms of adoption of prepaid rechargeable cards
with microchips that can be recharged directly online on the website of the concessionnaire of
the service. 
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Fig. 5.6. Payment of parking fees with prepaid cards (%  Capital towns)

Base: 110 Capital towns
Source: Between Platform Observatory(October 2010)

Only payments with prepaid cards                      Also online card recharging 
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Fig. 5.7. Online real-time information on road and traffic conditions (*) (%  Capital towns)

(*) presence of the service on institutional web sites (Municipalities and/or mobility company)
Base: 110 Capital towns
Source: Between Platform Observatory(October 2010)

15 Since the analysis focuses essentially on urban infomobility, information on suburban and motorway routes has not been in-
cluded.

|5.3.3| Information services for private transport

The information services for private transport are a very broad and heterogenous class of
services, delivered to different kinds of users.  For the purposes of this report only the ser-
vices that provide real-time updated information on road and traffic conditions have been
considered, and particularly the information directly available on the institutional web si-
tes of the Municipalities that are capital towns and on the institutional websites of Muni-
cipalities and mobility companies15. 

Only 30% of institutional sites of Municipalities that are capital towns provide real-time in-
formation on road traffic conditions. In particular the service is in operation in all the ca-
pital towns of Veneto where there is a regional service. The service is available in the towns
of Liguria, Emilia-Romagna and Marche, while in the rest of the Country it is available on-
ly in a small number of towns, and is notably nearly absent in the South.
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|6| SERVICES FOR BUSINESSES AND SERVICES FOR LABOUR

CONSISTENTLY with the action programme launched by the European Commission in
its new “Europe 2020” initiative aimed at guiding the Union out of the economic
crisis, all Member Countries are called upon to strengthen their engagement for re-

launching employment and production by siezing the opportunities offered by the new ICT.

In the framework of e-Government initiatives it is some time that a redefinition has been
underway in Italy of the modalities according to which the PA can improve its operational
efficiency.  The focus is on innovative processes and instruments capable of meeting the
complexities of the “labour world” and the “business world”, also from the viewpoint of the
local dynamics linked to these systems.

In this direction, the simplification of the relationships between administation and
businesses on the one hand, and the implementation of instruments that can help demand
meet supply in the labour market on the other, are extremely important goals.

|6.1| DEFINITIONS AND SCOPE OF THE ANALYSIS

This Chapter describes the level of deployment and use, at the local level, of the following
categories of service:

• services for businesses, in their capacity as legal entities that have specific obligations
(e.g. registration, authorizations, submission of financial statements, etc.), and as
suppliers of goods and services for the PA or simply businesses that operate in a
given local context. In particular the focus was on one-stop-shops/desks for
businesses, statements to be made by start-ups, e-procurement for having access to
incentives;

• services for labour aimed at matching supply and demand and at fighting against
long-term unemployment, by providing help and support to job-seekers (active policy
services, supply/demand matching, readjustment to the labour market, requalification,
services that support the anti-crisis measures, etc.). The services for labour refer to
the platform called “IT labour system” (SIL), the system that produces, processes and
manages information on the labour market, concerning workers, companies and
other authorized or accredited operators (employment agencies).

|6.2| SERVICES FOR BUSINESSES

In analysing the level of Digitization of the services delivered to businesses by the PA, of
special importance are some operational instruments and procedures managed by organi-
zations that operate at diffferent administrative levels:

• the One-Stop-Shop/Desk for businesses in the light of the amendments made by
Article 38 of Act 133/08; 
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• the issuing of incentives and contributions to businesses by Regions and Local Au-
thorities; 

• the PA procurement cycle (e-procurement, electronic billing, etc.).  

|6.2.1| Online front-desks for businesses 

Many services for businesses are delivered by municipal administrations through their
institutional web sites.
The histogram below offers a snapshot of the degree of availability of a section devoted to
businesses on the portals of Municipalities and of the degree of interactivity reached by
the relevant services. 

In terms of diffusion, almost 60% of Municipalities have portals with sections dedicated
to services for the business world.  In terms of performance, Regions worthy of mention
are Emilia-Romagna followed by Tuscany, Veneto and Valle d’Aosta. (Fig. 6.1).
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Fig. 6.1. Online availability of the thematic section: “Services for businesses” (% Municipalities

having a website)

Source: ISTAT, ICT in the Local PA, year 2009 (November  2010)
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Fig. 6.2. Online availability of “SUAP” 

(% Municipalities with website)

Fig. 6.3. Online submission of “DIA” 

(% Municipalities with website)

Source: ISTAT, ICT in the Local PA, year 2009 (November  2010)

The transactional service most widely used is the downloading of forms (which prevails
also with respect to sections that exclusively provide information), offered by more than
30% of Municipalities with peaks that are above 50% in the Autonomous Province of
Trento, in Tuscany and above all in Emilia-Romagna.
Without forgetting that on the whole the most advanced services are not uniformly
diffused, the highest concentration of Municipalities with web sites having a dedicated
section for businesses and with high levels of interactivity are those of Valle d’Aosta,
followed by Sardinia, Friuli Venezia Giulia and Emilia-Romagna. 
The One Stop Shop for Industry (Italian acronym SUAP – “Sportello Univo Attività Produt-
tive”) and the Statement of Beginning of Construction Works (Italian acronym DIA – “De-
nuncia Inizio Attività”) are extremely important areas for improving interaction between
PA and businesses especially for the contribution that correct implementation may
generate in terms of efficiency and simplification of administrative procedures for the
duties to be fulfilled by businesses  (Figg. 6.2 e 6.3).
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Fig. 6.4. Availability of transactional SUAP  (Municipalities that are capital towns, Provinces,

Regions/Autonomous Provinces) (*)

(*) The overall score indicator (0-300) considers subsidiarity and levels of interactivity of the services on the web sites
of public bodies
Source: Between Platform Observatory(July  2010)

Just over 30% of Municipalities provide SUAP on their portals. From the standpoint of in-
teractivity, the service offered online consists in viewing the information and downloading
the forms to be filled in.  The diffusion of this service is highest in Emilia-Romagna and
Tuscany, while the leading Regions where the service is transactional are Valle d’Aosta
and Sardinia. As regards DIA, the data show on average a higher level of diffusion, but In-
teractive services are not common.

Since the new Regulation on the reorganization of the SUAP discipline envisages that the
electronic channel is compulsory for communications between businesses and the public
administration, some local indicators have been developed examining in detail the
services delivered online by the one-stop shop for productive activities of the Municipalities
that are capital towns. The services considered here are: 

• providing information on the functioning, goals, regulations and procedures that
can be obtained at the SUAP, remotely and in the traditional manner;

• downloading the forms required to submit the application;
• availability of a single form that can be used for all applications; 
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(*) The overall indicator score (0-300) considers subsidiarity and levels of interactivity of the services on the web sites
of public bodies
Source: Between Platform Observatory(December 2009)

Fig. 6.5. Availability and transactional degree of incentives for businesses (Municipalities that are capi-

tal towns, Provinces, Regions/Auton. Prov.) (*)

• availability of a database of procedures, that is to say a dictionary containing all
the procedures and steps required to complete the application (each procedure is
summarized in a fact sheet and attached to it are the forms to be filled in to submit
the application);

• the entrepreneur or front-desk operator can forward the application remotely
directly to the web site or by certified e-mail ;

• the entrepreneur can track his application as it goes through the process and he has
access to all the applications he has submitted. 

The presence of specific regional initiatives accounts for the high indicator scores
obtained for some territories (Piedmont, Valle d’Aosta, Veneto, Friuli Venezia Giulia, Emi-
lia-Romagna, Tuscany and above all Sardinia). Some delays in providing this service are
noticed for the Autonomous Province of Bolzano , Lazio, and Molise. (Fig. 6.4).

|6.2.2| Incentives for businesses

The websites of the PA were analysed to see the degree of diffusion and level of
interactivity of the incentives and subsidies offered online to businesses.
The regions where this services is most common are  Sardinia, Lombardy, Marche and
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Fig. 6.6. Availability and transactional degree of e-procurement  (Municipalities that are capital towns,

Provinces, Regions/Auton. Prov.) (*)

(*) The overall indicator score (0-300) considers subsidiarity and levels of interactivity of the services on the web sites
of public bodies
Source: Between Platform Observatory(December 2009)

Umbria, while lower levels of diffusion/transactional degree are found in  Veneto, Lazio,
Abruzzo and Molise (Fig. 6.5).

|6.2.3| E-procurement services

The analysis of the transactional degree of e-procurement services offered by Municipa-
lities, Provinces, Regions and Autonomous Provinces concerns information and the calls
for bids, auctions and e-procurement tenders that can be executed directly on the
website with online display of the invoices. 

The picture is not uniform across the Country. Lombardy, Liguria, Emilia-Romagna and
Friuli Venezia Giulia are the Regions where the services have highest diffusion and
highest interactivity, whereas in Valle d’Aosta and in the Autonomous Province of
Bolzano e-procurement is not a very common service.
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|6.3| SERVICES FOR LABOUR

In recent years, the Minister for Labour and Social Policies has developed and enhanced e-
Government services devoted to the labour market.
As envisaged in the e-Government development plan, instruments having a high social
impact have been produced that will contribute to making the public services for the
labour market more efficient, to providing easier access by citizens, bodies and businesses,
and to speeding up the activities of the public administration.  

In this framework, enabling forms of cooperation between public and private bodies, is an
essential goal pursued through the creation of an organic and articulated network called
“Network of Labour Services” (Italian acronym RSL – “Rete dei Servizi per il Lavoro”),
identified as the technology-intensive information and organizational infrastructure that is
necessary for the development, governance, management and analysis of the labour market
in Italy. The “point of access” to IT instruments made available by the Services Network is
the new portal called ClicLavoro , online since 22 October 2010. This portal offers citizens,
businesses and the workers of the “labour system” immediate access to a detailed list of in-
formation and services, thus improving the matching of supply and demand, and facilitating
links with the sectors involved: business, education, training and social policies. 

The services analysed in this section concern the availability of IT Labour Systems at the
local level, with special reference to some fundamental components such as: 

• compulsory reporting of labour relations information that is managed at the
national level (hiring, variation, termination); 

• systems for matching the supply and demand for jobs.

|6.3.1| IT Labour Systems (SIL)

At the local level IT Labour Systems (SIL) have been developed by adopting different
models.  The models that have been used and that concern IT solutions for supporting
both front-office (providing information, delivering services) and back office activities
(front-desk activities of the Provincial Job Centres), are: 

• centralized regional systems; (Fig. 6.7); 
• federated regional systems based on uniform provincial IT Labour Sytems; 
• federated regional systems based on heterogeneous provincial IT Labour Sytems;
• stand-alone, heterogeneous provincial systems.

The architecture and deployment of IT Labour Sytems at the level of the local
administrations are at the present time fairly heterogeneous: half of the Regions (plus the
two Autonomous Provinces) have centralized regional systems, six Regions have federated
systems that are generally uniform (except for Abruzzo), while Campania and Molise have
heterogeneous provincial systems (Fig. 6.7).
Some Provinces have developed a project called “LABOR” with the goal of enhancing the
provincial IT Labour Systems through the development of new user-friendly online
services (for businesses and workers) available on the Internet. More than 50 Provincial
administrations have joined the project. (Fig. 6.8).
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Fig.6.8. Map of Provinces that have joined the “LABOR” Project

Source: LABOR Project Portal - www.upinet.it/labor (2010)

Source: Ministry of Labour and Social Policies (2010)

Fig.6.7. Situation of IT Labour Systems (SIL)
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|6.3.2| Compulsory statements 

Compulsory statements must be forwarded by all public and private employers to the Job
Centres, INPS, INAIL and to the Ministry of Labour and Social Policies whenever they
hire a worker, or when contracts are extended, transformed and terminated.  Under a
recent law it is compulsory to forward such information via web, thus replacing the tra-
ditional paperwork procedure.  By directly accessing the Cliclavoro portal it is now
possible to be redirected to the various regional or provincial systems for forwarding the
statements required by law.

Below are some of the main results of a survey carried out to identify the modes of for-
warding such statements used by the Regions and by the Autonomous Provinces.  Three
different modes were found for the electronic forwarding of statements:  directly through
the Cliclavoro portal, through a regional system or through provincial systems linked to
the Ministry’s network.   

Fig. 6.9. Modes of forwarding compulsory statements on the portals of Regions/ Autonomous Provinces

Source: Between Platform Observatory(November  2010)

Four Regions have links on their portal with the Ministry’s portal.  Half the Regions have
set up a unified regional portal for forwarding statements required by law. 

Access to system for sending statements 
directly from Regional Portals

Link through Regional Portals to Provincial
systems for sending statements

Link through Regional Portals to Cliclavoro
(Portal of the Ministry) for sending statements



|6.3.3| Services for matching labour supply and demand

The indicator takes into account the level of availability and interactivity of the services
available on the web sites of Provinces and Regions, aimed at facilitating the matching of
job supply and demand
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Fig. 6.10. Overall index of availability and interactivity of services for matching labour supply and
demand (Provinces, Regions/Autonomous Prov.) (*)

(*) The overall indicator score (0-300) considers subsidiarity and levels of interactivity of the services on the web
sites of public bodies
Source: Between Platform Observatory(December 2009)

Many Regions have developed online platforms which provide coverage across the
territory of reference. Instead in six Regions (Umbria, Molise, Campania, Apulia, Calabria
and Sicily) the service has been implemented exclusively in some Provinces and hence is
available only to the people living in those areas.
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|7| PUBLIC DATABASES

ONE OF THE MAIN goals of the e-Government Action Plan is to achieve full data and
information sharing amongst the different levels of administrative government.
This would enable true interoperability across Administrations.   

Public data-bases are a great many and are differentiated by nature of the data
processed and by the type of bodies that own such data. The main data bases that are
targeted by the actions aimed at improving interopreability and availability of data are
the Registry Offices, the local data bases and the tax data bases.  
In particular the improvement actions focus on the following aspects:

• digitization of the administrations that manage the data bases, which is not
uniform across the whole Country, especially with regard to the Local Authori-
ties;

• updating and matching the various data bases that contain the same data (e.g.
birth, marriages, death data) and that hence require accuracy and timeliness;

• making the contents of the data bases available via the Internet to all the other
administrations by means of systems that are designed in line with criteria that
ensure interoperability and cooperation on applications; 

• making available (to citizens, businesses and their intermediaries) on line infor-
mation and services linked to the data bases that are managed (e.g. birth,
marriage and death certificates, searches of the Land Registries, tax payment,
etc.). 

The 2012 e-Gov Plan  includes some strategic goals on the availability and sharing of data
among the Administrations like the completion of the computer management of the
Registry Offices of all the Municipalities and the standardization of Public Administration
geographic data. 

|7.1| DEFINITIONS AND SCOPE OF THE ANALYSIS

This Chapter describes  the level of availability, interoperability and use of central or local,
centralized or federated data bases that gather, in a homogeneous manner, information of
national interest such as: birth, marriage and death data of citizens, geographic data,
taxes, Land Registries. 
In particular, the indicators concern:

• on the one hand, the level of computerization of the various data bases of the Mu-
nicipalities and their ability to make their respective services available online;  

• on the other hand, the state of progress of the projects aimed at linking the Local
Authorities with the central data bases and the latter’s level of access/updating of
the data, with special reference to the updating and prompt sharing of data with
INA-SAIA system (National Index of Resident Registry Records – Resident
Registry Record Access and Exchange System) owned by the Ministry of Home
Affairs and with the System for the sharing of Land Registry Data. 

2010 e-Gov Report. Italy

D I G I T A L  A G E N D A  I T A L I A | 133



Chapter 7. Public databases

134 | D I G I T A L  A G E N D A  I T A L I A

|7.2| POPULATION REGISTERS

The Population Register is the systematic collection of information on the place of
residence of individuals, households and cohabitation. It has the function of entering the
names of all the citizens who reside in a Municipality as singles, as members of a family
or as partners, as well as the variations in population that occur in time as a result of
births, deaths, and moving.

Even though the law provides that the Municipalities are in charge of keeping and
updating the Register of Resident Population, the identity and residence data lie at the
heart of many public services delivered by other administrations as well such as the
electoral, school, tax, conscription, health and socio-welfare services that draw on the
Source Register for the data they need to define the relationship between citizen and local
level through the residence data.   

It is therefore of utmost importance to make sure that all the bodies that deliver services
to the citizens promptly receive updates whenever variations occur. This is to be done
through the interconnection of the data bases and by matching the registers. 
In this section an analysis is made of: 

• the Digitization levels of the Municipal registers and the degree to which the re-
spective services are available online; 

• the use of the INA-SAIA system of the Ministry of the Interior for the flow of data
between registers and in particular: 
- connected Municipalities and frequency of the updates;
- Central connected bodies and frequency of the updates (tax register, INPS,

Traffic Control Authority, etc.);
- Regional connected (or in the process of being connected) bodies on the basis of

agreements signed with the Ministry of the Interior . 
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|7.2.1| Digitization of Municipal Registry Offices

The figure shows the level of digitization of the services of the Registry Offices of the Mu-
nicipalities in terms of specific and data base applications both in the case of workstations
connected in a local network and stand-alone workstations.  

Fig.7.1. Digitization of the management of Registry Office activities (% Municipalities)

Virtually throughout the whole country the use of Register applications in a local network
is more common than stand-alone workstations, the latter being used only in a quarter of
the Municipalities. The Municipalities in the North East are those where the digitization
process and adoption of local networks are most advanced and they are the Regions with
the largest share of small Municipalities that have highly computerized stand-alone wor-
kstations (e.g. Piedmont). 

Source: ISTAT, ICT in the Local PA, year 2009 (November  2010)
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Fig.7.2. Online availability of Registry Office 

services 

(% Municipalities with website)

Fig. 7.3. Online availability of certificates issued

by the Registry Offices 

(%Municipalities with website)

Source: ISTAT, ICT in the Local PA, year 2009 (November  2010)

|7.2.2| Availability and levelof interactivity of municipal Registry services 

This paragraph highlights the level of online availability of information and services
related to Registry Offices and the specific service of dispatching certificates (birth, family
status, etc.).    

More than 60% of Italian Municipalities provides Registry-related information and
services, but the level of interactivity is very low: in most cases indeed it is only possible
to download documents from the site.

The online dispatch of “Registry certificates” is led by Emilia-Romagna and Molise which
is the only Region with more than 5% of the certificates delivered online (Figg. 7.2 e 7.3)
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Fig.7.4. Regions that have signed the Memorandum of Understanding with the Ministry of the Interior

for integrating INA-SAIA with SPC (Public Connectivity System)

Source DigitPA, calculation based on Ministry of the Interior data  (2010)

|7.2.3| National Index of Registry Offices  (INA)

The National Index of Registry Offices (INA) is the technological infrastructure of
reference for the sharing of data between the Municipal Registry Offices. The index does
not contain the Registry data of the citizen because it is the Municipality of residence that
has exclusive competence over such data.  The INA, instead, contains minimum data that
can help retrieve the data or speed up access to full data.    

The INA, created and managed by the Ministry of the Interior , is a service which is
accessible on the web to all Municipalities which are obliged to take part in the creation
and constant updating of the Index. The INA services are completed and enriched by the
information from the System for Access and Sharing of Registry Data (SAIA) which is the
network infrastructure through which the additional Registry data is conveyed to update
the INA database, as well as the data bases of connected administrations. The SAIA was
conceived as a technical hub that sorts out the incoming Registry data and furthers them
to the public administrations authorized to receive them. 

|7.2.4| Connecting the Regions with INA-SAIA

Since May 2008, in agreement with the Ministry of the Interior and together with DigitPA,
the Regions started to test the interoperability of the Public Connectivity System (Italian
acronym SPC), in its local version ICAR (Regional Interoperability and Cooperation on Ap-
plications), with the INA-SAIA system. (Fig. 7.4).
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|7.2.5.| Connecting the Municipalities with INA-SAIA

Since almost all Italian Municipalities are connected to the INA-SAIA System of the
Ministry of the Interior , it is interesting to analyse the data on the frequency of the update
provided by the Municipalities which provide data on new births, deaths, and residence
changes. For the purposes of this report, the data relevant to the months of August,
September and October 2010 have been considered (Fig. 7.5).
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Fig. 7.5. Municipalities contributing to the INA-SAIA system (% Municipalities)

Source DigitPA, calculation based on Ministry of the Interior data  (2010) (Period of reference:  August, September and
October 2010)

To date 12 Regions have signed a specific Memorandum of Understanding (MoU) with the
Ministry of the Interior for testing interoperability on their territory. In these local areas
discussions on regional coordination have started and interoperability tests between
SPC/ICAR and INA-SAIA have been completed.

In the last quarter of 2010, 85% of Italian Municipalities were engaged in the INA-SAIA sy-
stem. The highest proportions were found for the Regions of Valle d�Aosta, Veneto, Emilia-
Romagna, Umbria and Basilicata, while the lowest were found for Lazio and the
Autonomous Province of Bolzano .
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Fig. 7.6. Reports sent by Municipalities to INA-SAIA (% Municipalities over resident population)

Source DigitPA, calculation based on Ministry of the Interior data  (2010) (Period of reference:  August, September
and October 2010)

By relating the number of reports forwarded by the Municipalities to the INA-SAIA
system to the resident population, an archive “variation” index is obtained.

At national level, in the three months considered here, the dispatches refer to 3.9% of the
resident population. In general there is a higher variation index for the populations of the
Centre-North and in the less populated areas. The index for Piedmont, Emilia-Romagna
and Marche was above 5%.  The Municipalities of Valle d’Aosta were particularly active in
the quarter considered here with one variation every 10 resident citizens (Fig. 7.6).

Another interesting figure concerns the notifications sent out during the same time period
by INA-SAIA to the central administrations that issue services linked to the place of
residence of citizens. The Bodies considered are the Traffic Control Authority (MCTC),
INPS and the Inland Revenue. Also in this case the ratio between number of variations
and resident population was calculated.  
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Quite understandably (Fig. 7.7), the data reflect the incoming variations with some
differences due to the type of communication made by INA-SAIA to the administrations
concerned, and hence for instance, the MCTC is interested esssentially in variations
deriving from the moving of citizens to another Municipality.

|7.3| THE LOCAL LEVEL

Local data have a strategic role in decision-making concerning the management and go-
vernment of the territory at the local, regional and National level: indeed, the Public Ad-
ministration produces, manages and uses a vast amount of local data.
Moreover the possibility of easily retrieving local data is strategic to the economic deve-
lopment of a Country: the European Commission estimates that the value of local public
data is around € 35 billion per year.

Fig. 7.7. Notifications sent by INA-SAIA to MCTC, INPS and the Inland Revenue 

(% Municipalities over resident population) 

Source DigitPA, calculation based on Ministry of the Interior data  (2010) (Period of reference:  August, September
and October 2010)

MCTC     INPS     Inland Revenue
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Fig. 7.8. AVAILABILITY OF GIS - Geographic Information System (% Municipalities) 

Source: ISTAT, ICT in the Local PA, year 2009 (November  2010)

Considering the fact that at the national level there are many public Bodies, Institutions
and Agencies involved in the production and management of local data, it is necessary to
know the modalities and formats of the data processing systems used so as to improve
access, sharing and reutilization.  
This section focuses in particular on: 

• the levels of Digitization of the local IT systems of the Municipalities and the level
of online availability of the relevant services; 

• the extent to which the services are made available by the Territorial Agency on
the portal for the sharing of land registry data. 

|7.3.1.| Local IT systems in the Municipalities

In order to measure the diffusion of local area IT management systems, the following pa-
ragraphs show data on the adoption of a Geographical Information System (GIS) 16 in the
Municipalities as well as the general availability of online information and services
related to the territorial data bases. 

16  A Geographic Information System – GIS is any IT system that matches an alphanumeric description with a geographic or
spatial element in order to capture, store, retrieve, transform and visualize spatial data from the real world
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The diffusion of advanced instruments for the computer management of local area data in
the Municipalities is still low: less than 25% are endowed with GIS facilities.  In four
Regions more than 40% of the Municipalities are endowed with GIS facilities (Friuli
Venezia Giulia, Emilia-Romagna, Tuscany and Umbria).
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Fig. 7.9.Online availability of data on local

environment & area managem. (%

Municipalities with website)

Fig. 7.10. Online availability of Housing &

Land Registry data (% Municipalities with

website)

Source: ISTAT, ICT in the Local PA, year 2009 (November  2010)

Two areas of activity of the Municipalities were chosen to examine the general online
availability of information and services: “Environment and Territory” and “Building and
Land Registry”.   

For these two areas online services are available in 50%-60% of the Municipalities, but the
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level of interactivity is low, at the most, users can download the forms. Completion of all
the paperwork via the web is rather rare, with appreciable proportions only for the Muni-
cipalities of the Autonomous Province of Bolzano  and Emilia Romagna.
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The figure shows how the Municipalities joined the Portal over time. To date the service is
available in over 95% of Municipalities.

The average rate of adoptiton reflects a very dishomogeneous local situation as shown in
the figure below (the data refer to the October 2009 survey), which shows the extent to
which the system had been adopted in the 19 Regions of the National Land Registry Infor-
mation System (Fig. 7.12).

|7.3.2| Sharing land registry data: the Portal for Municipalities 

The Portal for sharing land registry data for the Municipalities is an electronic  channel set
up by the Agenzia del Territorio (Territorial Agency) to provide data, upon request, to Mu-
nicipalities and Mountain Communities regarding their territories and for institutional
purposes. The Portal allows the latter to retrieve and forward data on restricted local
areas (municipal).  

The data below refer (Fig. 7.11) to 19 Regions, because the Autonomous Provinces of
Trento and Bolzano  are endowed with an autonomous Land Registry and are not
connected to the National Land Registry Information System. 

Fig. 7.11. Municipalities that share data on the Portal for Municipalities as at 31/12/2009 (%

Municipalities)

Base: 7,759  Municipalities managed by the National Land Registry Information System
Source: Agenzia del territorio (April 2010)
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Fig. 7.12. Municipalities that have signed service interchange agreements on the Portal for

Municipalities as at 31/10/2009  (% Municipalities*) 

(*) Base: 7,759  Municipalities managed by the National Land Registry Information System
Source: Agenzia del territorio (October 2009)

The rates of adoption are lower in some areas of the South (Molise, Basilicata, Calabria,
Sardinia), compared to the Centre-North where there are Regions where almost all the Muni-
cipalities have joined the service of the Agency (Piedmont, Valle d’Aosta, Tuscany and Um-

bria).

In the Portal for the sharing of land registry data for the Municipalities there are two
different types of electronic supply of data: “published”, i.e. provided periodically (regi-
strations and variations, registration notes, etc.) and published “upon request”,  which
concern data from the land and buildings register and cartography.  (Fig. 7.13).
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Fig. 7.13. Municipalities that have signed service interchange agreements on the Portal for Munic. as at

31/10/2009 “published” and “on request” data  (% Municipalities *)

(*) Base: 7,759  Municipalities managed by the National Land Registry Information System
Source: Agenzia del territorio (October 2009)

In general, the services on request are those most frequently used and consequently they
generate a higher degree of utilization, especially in the Regions of the Centre-North,
where coverage is quite significant.

|7.3.3| Sharing land registry data: applications cooperation 

The administrations endowed with advanced IT systems can have access to the Land
Registry data of the Territorial Agency through the Sistema di Interscambio (Interchange
System), designed to meet the needs of the Bodies interested in an automatic and not
manual sharing of data, as instead is the case of the Portal for the Municipalities.
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This mode of access, set up according to the technical rules of the Public Network and
Cooperation on Applications System (refer to Chapter 8), is suitable for the Bodies whose
institutional activities cover significantly large territories because it allows them to auto-
matically integrate the data within the information systems.   
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In nine Regions the system has already been adopted and is in operation whereas it is in the
start-up phase in seven Regions.  The adoption of the system by Lombardy, Lazio and Molise
is in the process of being defined (Fig. 7.14).

|7.4| INLAND REVENUE

The implementation of tax federalism, which determines the financial autonomy of Mu-
nicipalities, Provinces and Regions, makes it necessary for the local authorities to adopt
instruments for the management and control of revenues, for upgrading tax assessment
and collection systems and for improving the fight against tax evasion.
In particular, the availability of services that provide instant access to the tax status of
each tax-payer facilitates an appropriate and efficient management by the land management
bodies, local tax and revenues authorities, especially when such services can be

Fig. 7.14. Regions that have joined the system for sharing land registry data 

Source: Agenzia del territorio (October 2009)

In operation
Starting
Being defined
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accompanied by the sharing of data and instruments made available by the central admi-
nistrations and by the Agencies.
In this section an analysis is provided of: 

• the degree of digitization of tax management by the Municipalities;    
• the online availability of the relevant services in the Municipalities with special

reference to the two most widespread taxes paid by citizens, namely the ICI tax
(property tax, Italian acronym for “Imposta Comunale sugli Immobili”) and the
TARSU tax (Tax on urban waste disposal).

|7.4.1.| Digitization of tax collection by the Municipalities

The diffusion of databases or softwares that are specific for tax management in
Municipalities has been analysed by distinguishing between ‘stand-alone’ softwares and
data sharing softwares that run on the local municipal network.  

Source: ISTAT, ICT in the Local PA, year 2009 (November  2010)

Fig. 7.15. Advanced IT “Tax Management” systems (% Municipalities with website)

The indicator shows that the Digitization of the local network is more widespread than
the Digitization of workstations; a leading Region for network Digitization is the
Autonomous Province of Bolzano  while for the Digitization of workstations the Region
where this service is most advanced is Basilicata. 

Requested data                          Published data
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|7.4.2.| Availability and level of interactivity of online tax collection services in
the Municipalities

Here an analysis is provided of the online availability of services concerning “Local Taxes”
and then also of the services related to the payment of property tax (ICI) and urban waste
disposal tax (TARSU). 

Over 60% of the institutional websites of Italian Municipalities contais sections and
services on local taxes, which mainly provide information or allow the user to download
forms. The full online availability of the service is achieved in only a few Municipalities,
even though there are examples of best practice especially in the Regions of Friuli Venezia
Giulia and Marche. (Fig. 7.16).

Source: ISTAT, ICT in the Local PA, year 2009 (November  2010)

Fig. 7.16. Online availability of Local Tax  related services  (% Municipalities with website)
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The following figure7.17  provides a deeper insight into the level of interactivity of online
services for the local property tax (ICI).   

Fig. 7.17. Online availability of “ICI”  services (% Municipalities with website)

Just over 60% of Municipalities provide online information on their institutional web
site on the local property tax and allow the user to download the forms.  Also in this case
only a small number of Municipalities enable the whole administrative procedure to be
completed online. The highest proportions are found for the Municipalities of Emilia-
Romagna, Friuli Venezia Giulia, Tuscany, and Marche. The figure for the Municipalities
of Basilicata is very low compared to the other Regions.

Source: ISTAT, ICT in the Local PA, year 2009 (November  2010)
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The figure below provides information on the availability of transactional online
services for the payment of the TARSU (urban waste disposal) tax.   
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Fig. 7.18. Online availability of the “TARSU” service (% Municipalities with website)

Source: ISTAT, ICT in the Local PA, year 2009 (November  2010)

In almost 60% of the institutional websites of the Municipalities there is a TARSU service
which mainly consists in providing information and in allowing users to download the
forms. The Autonomous Province of Bolzano , Tuscany and Molise are the Regions where
the service is most widepsread, even though the proportion of Municipalities which
provide a transactional service is highest in the Autonomous Province of Bolzano , Friuli
Venezia Giulia and Marche. 
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IT equipment, networks,
and infrastructural 

services of the PA

Chapter 8





|8| IT EQUIPMENT, NETWORKS, AND INFRASTRUCTURAL
SERVICES OF THE PA

THE AVAILABILITY OF SAFE and reliable infrastructure is of fundamental importance
for the deployment and development of digital services for citizens and businesses. 
Consistently with the indications of the 2012 e-Gov Plan, the upgrading of techno-

logical equipment must occur both within the administrations, beginning with the Digiti-
zation of workstations and the use of innovative instruments supporting management ac-
tivities, and outside with the full deployment of the Public Connectivity System (SPC)
thereby meaning all the technological infrastructure and technical rules for the development,
sharing, integration and diffusion of public administration information and data. 

Being part of the SPC is necessary in order to ensure basic and advanced interoperability
and cooperation on applications among the IT systems and information flows, providing
security, confidentiality of information as well as protection and autonomy of the body of
information held by each public administration. 

|8.1| DEFINITIONS AND SCOPE OF THE ANALYSIS

The problems related to the technological infrastructure of the public administration are
complex in that they cover a vast range of equipment (from the Digitization of workstations
to cooperation on applications for the various IT systems of the administrations).

The Chapter describes the elements of growing complexity which make up the infrastructure
of the administrations, in particular:

• basic IT endowment, in all its aspects including hardware and software;
• connection with the Internet, access to broadband and VoIP technology connections,

joining the SPC and to all related services;
• implementing basic and advanced interoperabiltiy services, cooperation and

security for applications (such as for instance Regional/Local networks and
facilities for managing them, the services for interoperability and cooperation on
applications for back-office systems) required to deliver the services to citizens
and businesses. 
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|8.2| IT EQUIPMENT OF THE MUNICIPALITIES

The availability of basic infrastructure – personal computers, connection in the local area
network, document identification system – to the local authorities is a fundamental requi-
rement for starting and consolidating initiatives for delivering e-Government services
and for enhancing the efficiency of internal processes and of operational procedures.    .

|8.2.1| IT equipment for employees

The Digitization of workstations is measured here through the ratio between number of
PCs present in the administration and number of employees. (Fig. 8.1).
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Fig. 8.1. Number of Personal Computers in the Municipal Administrations (x 100 employees)

Source: ISTAT, ICT in the Local PA, year 2009 (November  2010)

ITALY

Piedmont  

Valle dʼAosta

Lombardy

Liguria

Aut. Prov. Bolzano 

Aut. Prov. Trento

Veneto

Friuli Venezia Giulia

Emilia-Romagna 

Tuscany 

Umbria

Marche

Lazio

Abruzzo

Molise

Campania

Apulia

Basilicata

Calabria

Sicily

Sardinia

On average in the Municipalities there are 84 PCs per 100 employees and also in the areas
where the ratio is lower, there is at the least one PC every two employees.



|8.2.2| Digitization of management procedures

The indicator shows the level of digitization of some management activities – administration,
accounting, contract management – considering the diffusion across Municipalities of
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Fig.8.2. Computerization of

Administrative deeds manage-

ment (% Municipalities)

Fig.8.3. Computerization of
accounting
(%Municipalities)

Fig.8.4. Computerization of

contract management

(%Municipalities)

specific applications for each sector of activity. These applications allow the system to
work in stand-alone mode or it enables the sharing of procedures, technological instruments
and data. Even though the applications for the three sectors are deployed in different
degrees, in all cases the accounting sector has the highest level of computerization with
preference for workstations being connected to the local network rather than operating in
stand-alone mode.

Source: ISTAT, ICT in the Local PA, year 2009 (November  2010)
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|8.2.3| Intranet

The availability of a private network within the administration enables all employees to
share data and IT resources, and the offices of a given administration located on different
sites to connect.  In many cases, but not always, the intranet is connected to the Internet.   
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Fig. 8.5. Municipalities endowed with Intranet (% Municipalities)

Source: ISTAT, ICT in the Local PA, year 2009 (November  2010)

Just over 40% of Italian Municipalities is endowed with an Intranet; only in two Regions
does the deployment of the Intranet exceed 80% of the Municipalities:  notably the Auto-
nomous Province of Bolzano  and Veneto.  On the other hand, in Piedmont and Valle
d’Aosta the percentage is below the Italian average, probably because of the presence in
these territories of very small and (< 5000 inhabitants) medium-small Municipalities
(between 5000 and 10000 inhabitants). 
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Source: ISTAT, ICT in the Local PA, year 2009 (November  2010)

Fig. 8.6. Municipalities with employees endowed with digital signature certificates  (% Municipalities)

|8.2.4| Digital signature for employees

Using the digital signature of public administration officers is of crucial importance in
order to achieve the dematerialization of administrative procedures, among which those
to be completed at the one-stop-shops for productive activities, for housing and for health
and welfare services.   

In Italy almost 57% of Municipalities are distributing digital signatures to their
employees; the deployment of digital signatures is highest in Tuscany, the Autonomous
Province of Bolzano  and Emilia-Romagna, with proportions that are above 80%.   On the
other hand, digital signature is available to less than 40% of the employees of the Muni-
cipalities of Abruzzo, Molise, Calabria and Sicily.
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|8.2.5| IT management of incoming and outgoing documents

The registration and identification of incoming and outgoing documents, by attributing
them a progressive number and date, is an important step in administrative activities.  In
the deveopment of digital administration, an innovative and rational management of
incoming and outgoing documents is the top requirement for achieving efficiency and tran-
sparency.
The IT management of incoming and outgoing documents is therefore the set of computation
resources, communication networks and IT procedures required to implement an automatic
system for the electronic management of documents (Fig. 8.7).
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Fig. 8.7. Municipalities with an electronic document registration system (% Municipalities)

Source: ISTAT, ICT in the Local PA, year 2009 (November  2010)

92% of Italian Municipalities is endowed with an electronic document registration
system, which means that this instrument has almost entirely replaced the old paper regi-
sters; the most advanced Region is Umbria where the electronic document registration sy-
stem is available in all Municipalities; in the Autonomous Province of Trento and in Sicily
this system is available in 80% of the Municipalities.

ITALY

Piedmont  

Valle dʼAosta

Lombardy

Liguria

Aut. Prov. Bolzano 

Aut. Prov. Trento

Veneto

Friuli Venezia Giulia

Emilia-Romagna 

Tuscany 

Umbria

Marche

Lazio

Abruzzo

Molise

Campania

Apulia

Basilicata

Calabria

Sicily

Sardinia



2010 e-Gov Report. Italy

D I G I T A L  A G E N D A  I T A L I A | 161

Fig. 8.8. Municipalities and employees connectd to the Internet (% Municipalities and % employees)

|8.3| INTERNET CONNECTIVITY IN THE PUBLIC ADMINISTRATION

In order to enable the public administrations to fully share data and services there needs
to be an adequate network. Indeed, while in the early stages of the implementation of e-
Government providing Internet connection for all the central and local administrations
was the goal of many initiatives aimed at spreading the infrastructure, at this point in
time greater importance is given to connection speed, security and reliability of the
networks. Hence broadband connections, new generation networks and being part of the
Public Connectivity System (SPC) (i.e. the federated, multicentric and non hierarchical
network of the public administration) are becoming increasingly important.  

|8.3.1| Internet connection

Being connected to the Internet is a fundamental requirement for PA and almost all public
administrations are now connected. It is interesting to look at how many employees have
access to the Internet (Fig. 8.8).
All Italian Municipalities are endowed with traditional or broadband connection to the

Source: ISTAT, ICT in the Local PA, year 2009 (November  2010)
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Internet.  Internet connections are available to 71% of employees, albeit with high
variabiltiy between different territories;  indeed, while several Regions do not exceed the
figure of 80% of municipal employees being connected, there are some where the
percentage is even lower than 50%.     

|8.3.2| Broadband connection

There is now a tendency to implementing Internet connections on broadband networks
that are faster and enable the dispatching of large files.  Because of the digital divide (see
Chapter 9), there are several Municipalities where the services delivered by the Telco are
not provided at high speed and this causes major difficulties for the Municipalities in
getting suitable connections.  In some local areas the Regions have implemented their own
networks to provide Internet connection to the more disadvantaged Municipalities. The
figure reported here refers to connections with transmission speeds above 2 Mbit/s, that is
now the minimum speed for broadband connections (Fig. 8.9).
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Fig. 8.9. Municipalities with Broadband connection (%  Municipalities that have Internet)

Source: ISTAT, ICT in the Local PA, year 2009 (November  2010)

Almost 75% of Municipalities have broadband Internet connections at a speed greater
than 2 Mbit/s. Deployment is above 90% in the Municipalities of Emilia-Romagna and
Apulia and almost 100% in the Autonomous Province of Bolzano .  Valle d’Aosta is the only
Region where the percentage is below 60%.
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|8.3.3| VoIP

The introduction of Voice Over Internet Protocol (VoIP) technology in the administrations
is linked to the integration of traditional telephony services with data network services
available to workstations connected to local networks.  The  economic advantages that
can be obtained from the adoption of VoIP are a reduction in telephone bills and in ma-
nagement/maintenance costs of the systems since the voice and data services are
integrated and therefore access to the networks is provided by a single cable (Fig. 8.10).

Fig. 8.10. Municipalities that use VoIP technology (% Municipalities that have Internet connection)

Source: ISTAT, ICT in the Local PA, year 2009 (November  2010)

The VoIP technology is not yet very common: only 15% of Municipalities have stated that
they use this technology.  Emilia-Romagna is the Region with the highest percentage,
followed by Sicily, Tuscany, Umbria and Valle d’Aosta.  Well below 10% of Municipalities
in Abruzzo, Molise and Basilicata use VoIP technology. 
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|8.3.4| Connection to PA networks

Being part of the Public Connectivity System through the ICAR (Interoperability and
Regional Cooperation on Applications), guarantees that interaction between the Central
and local PA and all the bodies connected to the Internet, as well as the networks of other
bodies, is endowed with a high level of security, confidentiality of the information and
protection; it also guarantees that the data held by each public administration is autono-
mous.

|8.3.4.1| Connection of Central Administrations to the SPC (Public Connectivity System)
In the following tables a list is provided of Central PA (PAC) connected to the SPC, the
relevant number of hits and the types of services requested

Tab. 8.1. Number of Central Public Administrations connected to the Public

Connectivity System (SCP)

Segue >Requested Not requested



2010 e-Gov Report. Italy

D I G I T A L  A G E N D A  I T A L I A | 165

Segue >

Requested Not requested
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Segue >

Requested Not requested
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The central administrations with the highest number of hits are the Ministry of the
Economy and Finance, the Ministry for Education, Universities and Research (for the
schools), the Ministry of Justice (also for Justices of the Peace), the Ministry for
Agricultural, Food and Forestry Policies followed by the Guardia di Finanza and the
National Institute for Social Security (INPS).
All the administrations that have entered into an agreement for being part of the SPC re-
quested transport services; half of them also requested security services while request for
VoIP services was the lowest and, above all, interoperability services were requested only
by about a dozen central administrations.  

(*) only survey of needs.
Source: DigitPA (2009)

Requested Not requested
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|8.3.4.2| Connection of local administrations to the Public Connectivity System (SPC)
The connection of Local PA (PAL) to the Public Connectivity System represented here
includes the bodies that signed a contract with accredited suppliers while it excludes
those with a connection through regional networks or Regional Community Networks,
with which many bodies are connected thanks to the initiatives of the Regions. To these
bodies, a limited number of accesses to the SPC concentrated in the regional hub, is
provided. 

Fig. 8.11. Number of local administrations connected to the Public Network System (SPC) 

Source: DigitPA 

Veneto is the Region which has the largest number of local administrations that have au-
tonomously joined the SPC (78), followed by Sicily (63) and Lombardy (56). The smallest
number of direct agreements refer to the local administrations of Molise, Valle d’Aosta
and Emilia-Romagna. It is worthwhile recalling that these data do not reflect the
deployment of SPC at the local level because bodies are connected to the regional
networks and to the community networks set up by the Regions that comply with the
SPC/ICAR model. 
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Indeed, almost all local bodies are connected through the Regional network.

The following figure shows the number of SPC hits resulting from agreements made
directly with accredited suppliers, similarly to the data provided in the previous figure.
Sicily is the Region where the local administrations record more than 1000 hits, while 800
hits are recorded in Veneto and in Trentino Alto Adige. 

Fig. 8.12. Number of SPC hits by the local administrations 

Source: DigitPA
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Fig. 8.13. Type of hit by the local administrations connected to SPC – Distribution of contract value

per Regions 

Source: DigitPA

Similarly to what was found for the central PA, most requests concern transport services;
there are some large numbers also for security services. Instead VoIP services (with some
exception, e.g. in Lombardy) and above all interoperability services are very marginal.
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The following figure 8.13 shows the distribution, by type and by Region, of the economic
value of the services SPC performs under contract for the local administrations.
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|8.4| APPLICATIONS COOPERATION

The Public Cooperation System (SPCoop) is the enabling infrastructure for integration of
the information held by the Administrations connected by the SPC. The integration of the
processes and data of the administrations, that cooperate on applications, occurs through
the architectural interface instruments used by the different systems and organizations to
present and share their data and services.

Through the deployment of the SPCoop a single infrastructure is therefore obtained which
is based on shared standards that enable citizens and businesses to have an integrated
view of the services of the central and local public administrations irrespective of the
delivery channel.

|8.4.1| Domain gateways in the Central Public Administrations and in Re-
gions

A fundamental step for joining the Public Cooperation System is the qualification of the
applicant’s domain gateway , a component through which access is provided to the appli-
cation domain of the Administration, in order to use its services and that acts as gateway
to the data and services available in the domain; it is also the exit gateway from the
domain to access external services. 
In particular, a domain gateway traces the boundary of responsibility of an administrative
body and contains all the applications that it manages.

In the Central Public Administrations there are 39 qualified domain gateways, listed in the
table below. 

Tab. 8.2. Ministries, Agencies and Public Bodies endowed with qualified domain gateways

Source: DigitPA (December 2010) 
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The table shows that most of the domain gateways belong to Agencies and Social Security
Bodies and some central administrations which deliver services based on the sharing and
exchange of data also with local bodies and with the Regions.

The presence of regional domain gateways is shown in the following figure with an
indication of their current qualification level.   

Fig. 8.14. Presence of Regional qualified domain gateways

Source: Osservatorio ICAR plus, CISIS (2010)

Almost all Regions have a domain gateway. In 13 cases the gateway operates and is qualified
in accordance with SPCoop specifications, whereas in 3 Regions qualification procedures are
under way.

It must also be pointed out that also the Regions which do not have a domain gateway take
part in the ICAR project which defines the basic aspects of the infrastructure according to the
SPC model, also for the aspects related to cooperation on applications. 

Qualifies

Qualfication being issued

Not yet qualified

Not present
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|9| BROADBAND INFRASTRUCTURE COVERAGE

BROADBAND is considered to be of strategic importance in all countries because of
the impact it has on digital inclusion and on economic development.  
The Digital Divide is an effect produced by the absence of coverage of broadband

services in some areas of Italy.  The effect consists in slowing down the general economic
development of the area involved. For this reason the areas experiencing digital divide are
at great risk of seeing a slowdown in their development and of becoming areas of
emigration in the medium term. The availability of broadband connections is increasingly
becoming a critical factor for quality of life, for the competitiveness of businesses,
including the small and medium sized enterprises that constitute Italy’s productive
backbone, and ultimately for the efficiency of the public administrations.  Access to bro-
adband telecommunications infrastructure is now recognized as being a primary factor
for the sustainable development of an area.  

The European Commission has set precise goals, in terms of infrastructure, in the
European Digital Agenda; one such goal, for instance, is that of making “basic” broadband
connection services available to 100% of citizens by 2013 and more advanced services (at
least 30 Mbit/s) by 2020.  Moreover, by that date, 50% of households should have access to
ultra-broadband (100 Mbit/s) services.

The Ministry for Economic Development, and in particular its Communications Department,
in line with the Community goals mentioned above, deems that defining a national
broadband plan for bridging the digital infrastructure divide is a strategic priority to make
sure that all citizens have access to broadband connections (at least 2 Mbit/s) by 2013.
Moreover the Ministry is starting a very high-speed communications infrastructure deve-
lopment Plan (100 Mbit/s) for at least 50% of the population.  For this purpose on 10
November 2010 the Minister for Economic Development and the main telecommunications
operators (Telecom Italy, Vodafone, Wind, H3g, Fastweb, Tiscali, Bt Italy and, subsequently,
FOS) signed a Memorandum of Understanding for the construction of passive infrastructure
(civil works for the laying of cables, dark fibre cables, passive common infrastructure, etc)
designed to enable delivery of ultralarge services. An executive committee appointed by
Ministerial Decree is defining the final detailed plan for all the technical, economic and ope-
rational aspects, among which the technical plan, the governance model and the business
plan of the initiative.

This Chapter, drawn up by the Communications Department of the Ministry for Economic
Development, focuses attention in particular on “basic” broadband services (at least 2
Mbit/s), and it analyses the differences at the local level in fixed and mobile network
coverage. This priority is justified first of all by the fact that out of all the European Digital
Agenda’s goals this is the one to be achieved at shortest notice, and then because it is
closely linked to the initiatives for the introduction of the obligation of fulfilling admini-
strative duties via web, which is already underway in Italy (e.g. online tax payment,
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online obligatory notifications of labour relations, and more recently workers’ sickness
reports to be dispatched via the web). Indeed, it is self evident that the availability of high-
speed Internet connections is one of the conditions for being able to transfer administrative
activities on to the web.

The Government has started specific initiatives for broadband diffusion also in cooperation
with the Regions, and Local Bodies (Provinces and Municipalities). The local bodies have
been playing an important role in the area of broadband services, both because they have
brought the issue to the attention of politicians and because they have offered solutions
through infrastructural interventions.

|9.1| DEFINITIONS AND SCOPE OF THE ANALYSIS

Broadband services may be offered through combinations of access network technologies
based on physical transmision media (copper or fibre optics) or radio. Copper network put
in place to meet the needs of telephone services, has the advantage of being available ubi-
quitously since telephone lines are present in all homes across the Country. Through ADSL
and VDSL technologies it is possible to ensure broadband services of between 20 and 50
Mbit/s by replacing copper with fibre only on the backhauling network, therefore
maintaining copper as the access network.  As an alternative, radio access technologies
are cost-effective both in terms of speed and of implementation costs for lower band capa-
cities. These technologies may replace one another or be complementary, depending on
the lie of the land and on demographics.

The indicators shown below are the outcome of an analysis of the national digital
divide performed by the Communications Department of the Ministry for Economic
Development. The aim of the analysis is to identify the size and distribution across the
Country of the digital divide and of monitoring the effects of public and private
actions that are being undertaken. The digital divide, in terms of fixed network, essen-
tially depends on three factors. The first involves the infrastructure and materializes
as the impossibility by the network code to issue the service because of insufficient
bandwidth in the backhaul network (main node not reached by fibre optics). The
second is due to the existence of “secondary” nodes between network nodes and end
user, generally for the high concentration of lines. The third is due to the physical
distance of the user from the network node, with the ensuing decay of the signal and
technical impossibility of achieving adequate speeds.

|9.2| THE FIXED NETWORK DIGITAL DIVIDE 

Coverage of connection services to broadband17 Internet in Italy is not uniform: in metro-
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17 The definition of broad band connection currently reflects speeds greater than 2Mbit/s, according to the ITU-T I.113 Recom-
mendation. 
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Fig. 9.1. “Gross” fixed network digital divide (% resident population)

   Source: Ministry for Economic Development, Communications Department (June  2010)

politan areas this service may be available with connection speeds from fixed network up
to 20 Mbit/s (except for some places where pilot projects of the new generation network at
100 Mbps are being carried out), while in remote rural areas these services drop

dramatically because providing them with broadband connections is too burdensome for
operators who would not get short term returns on their investment.

The figure represents the regional distribution of the Digital Divide for fixed network in
its three components:  percentage of resident population not covered by ADSL via fixed
network, percentage of population covered by nodes capable of issuing only speeds below
2 Mbit/s (“lite” ADSL), and percentage of the population covered by broadband only
nominally because in fact they are unable to access the services for problems due to the
physical distance of the user from the network node. This figure is to be read as a “gross”
figure, namely inclusive of all the reasons related to shortcomings in the equipment of the
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network node, to problems of the backhaul network and to the length of the line. All the
problems that in fact do not make the service available.

The Regions with the biggest digital divide (more than 20% of the population) are Molise,
Basilicata, Umbria and Calabria followed by Trentino-Alto Adige and Friuli Venezia
Giulia. As has emerged in recent years, the phenomenon does not only heavily affect the
Regions of the South but also some of the large Regions of the North (Piedmont, Veneto and
also partially Lombardy) characterizezd by mountain ranges and vast plainlands where
the low population density makes it difficult to reach out to all users and provide them
with efficient communication services. 

To the contrary, at the top of the list, with less than 10% of the population suffering from
digital divide, are most of the large Regions of the South that have high population
densities or where the lie of the land and the conurbation characteristics are particularly
favourable (as in the case of Apulia). 

Also the components of the digital divide vary widely from place to place: large populations
that do not have ADSL are found not only in Molise, but also in Umbria, Veneto and Friuli
Venezia Giulia. In Calabria and Basilicata instead most of the population suffering from
digital divide has access to speeds of less than 2 Mbit/s, since the ADSL coverage is the so-
called “lite” version which was the initial response to the problem of digital divide in
remote areas. Today however the “lite” version is no longer an adequate response to
current needs in terms of Internet connection.  The population that cannot access the
service due to “long line” reasons is a very small proportion at national level but the
figures are high for some territories like Marche, Sardinia and Apulia, where it represents
the main reason for the digital divide. 

Here we need to recall that some territories (especially the Regions, but also in some cases
the Provinces) have started broadband infrastructure projects in aras where there is a
large digital divide.  Not all these projects appear to have been completed yet and in some
cases they have led to the implementation of (fixed or mobile network) technologies
providing speeds that are below the minimum 2 Mbit/s which is now considered to be the
entry level for broadband connections.  Even though it is not possible to obtain precise
data on the impact of public infrastructure projects on reducing the digital divide, in exa-
mining the data account must be kept of the fact that in some cases the digital divide per-
centage would probably be even greater if these actions had not been taken. 



|9.3| DIGITAL DIVIDE FOR FIXED AND MOBILE NETWORKS

In analysing the extent of the digital divide account must be kept also of radio coverage
that could help reduce the digital divide at least for the proportion of population that is not
reached by the fixed network.  At present the technologies used to provide broadband
services via radio are WiMax, UMTS and HSDPA. These services are provided by mobile
operators.  The figure shows the percentage of resident population that so far does not
have access to neither fixed nor mobile broadband services (Fig. 9.2).
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Fig. 9.2. “Gross” Digital Divide for fixed and mobile networks  (% resident population)

Source: Ministry for Economic Development, Communications Department (June  2010)

The overall Digital Divide drops to 8-9% of the population. The Regions with the largest
digital divide are Molise and Basilicata, while the comparison with the digital divide for
the fixed network shows that radio connections now provide coverage for most of the po-
pulation of Umbria and Calabria, where the digital divide drops to below 20%.
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The map below describes the digital divide for fixed and mobile networks in the Italian
Provinces18. 

Fig. 9.3. “Gross” Digital Divide for fixed and mobile networks
(Breakdown by Province, 103 Provinces)

18 Base data come from the 2001 ISTAT Census

It can be noticed that the Alpine range and the Po Valley, with the exception of the larger
towns, present a digital divide that is much greater than the Italian average, while in the
Centre-South the areas at a greater disadvantage are located on the Apennines. The areas
in red are the Provinces with the largest Digital Divide. 

The following tables 9.1 and 9.2 list the Provinces where the digital divide for fixed and
mobile networks is largest and smallest.

Source: Ministry for Economic Development, Communications Department (June  2010)

% population
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Tab.9.1. ”Gross” Digital Divide for fixed &
mobile networks by Province (*)

Tab. 9.2. ”Gross” Digital Divide for fixed &
mobile networks by Province (*)

(*) Base: 103 Provinces, 2001 ISTAT census
Source: Ministry for Economic Development, Communications Department (June  2010)

Province DD fixed + 
mobile network

Province DD fixed + 
mobile network
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PIEDMONT REGION
E-GOV IN A SNAPSHOT  IN THE PIEDMONT REGION

(*) at least online delivery of forms

44.4% 27,461% 4.5%

30.8% 0.0% 38.1%

53.3% 2.7% 13.9%

50.0% 94.4% 50.0%

95.8% 19.1% 2.0%

0.8% 99.3% 3.0%

69.2% Qualified 11.3%
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Source: DigitPA (July  2010)

E-GOV IN THE PIEDMONT REGION

RELATIONSHIP BETWEEN CITIZENS AND PA 

PEC in Municipalities (available / number- Municipalities)

PEC present on the IPA

PEC not present on the IPA but present on the web site

PEC not present



HEALTH

• Electronic Health Record (state of implementation across the Region – ASL)

• Online reservation of health services (state of implementation across the Region
– ASL/AO)

Electronic Health Record present 
or being tested with citizens
Electronic Health Record not present 
or being tested without direct involvement
of citizens

Reservations on websites of ASLs 
(Local Health Units)

Online reservation of health services available

Online reservation of health services not available

Online reservation of health services available

Online reservation of health services not available

Reservations on websites 
of AO (Hospitals)

2010 e-Gov Report. Italy

D I G I T A L  A G E N D A  I T A L I A | 191

Source: Osservatorio Piattaforme – Between, October 2010  

Source: Between, survey with the Regional e-health directors (October 2010) + additional information gathered
through CISIS
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Full transaction (including online delivery of application)
Also access to databases  (online database of proceedings and/or tracking of 
the dossier being processed) 
Information and downloading of application forms

Service not available

• SUAP - One-stop shop for businesses online in Capital towns  
(presence and degree of interactivity of SUAP - capital towns of Provinces)

Source: Osservatorio Piattaforme – Between, July  2010

SERVICES FOR BUSINESSES
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INFOMOBILITY 

• Public transport online travel planning in Capital towns  
(available - capital town of Province)  

Source: Osservatorio Piattaforme – Between, October 2010

Service available on the portal of the local public 
transport company
Service not present on the Municipal portal, but a Regional
service is available

Service not available

Regional data (06/2010)

FIXED AND MOBILE BROADBAND COVERAGE  

Broadband

Broadband  (only wireless)

Digital divide

Source:  Data processed by Ministry for Economic Development – Communications Department
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THE PROJECTS 

Telemedicine 

HEALTH

Description of the Project
The Telemedicine project is addressed to chronic patients (with heart disease, diabetes, oncologi-
cal and pulmonary disorders) who need constant care, to fragile individuals like the elderly, the
disabled, people who are alone and to people who are taken on by the bodies that provide socio-
health care in the Piedmont Region.

This project provides for the remote care and monitoring of patient conditions: sensors record key
parameters and forward them electronically to a healthcare centre where the medical staff mo-
nitors the conditions of the patient. In case of anomalies appropriate care protocols are activated
(remodulation of drugs, visit by a doctor, admission to hospital where necessary), otherwise the
patient can go on living at home under the control of the IT instruments. In order to make sure the
project is correctly implemented, a permanent monitoring panel has been set up which includes
all the players involved, especially patient representatives.

State of implementation  State of progress
The project was started in June 2009 in the territory of the Province of Verbano Cusio Ossola (Ter-
ritory of competence of the ASLVCO) and is currently being implemented. The model is to be ex-
tended to the Piedmont provinces neighbouring on Verbano Cusio Ossola;  the project is implemen-
ted by the Piedmont Region – Directorate for Innovation, Research and Universities, in coopera-
tion with the Province of Verbano-Cusio-Ossola, the ASLVCO and the CSI-Piemonte – Health Di-
vision. The same model is already being re-used in the Province of Biella.

Expected / achieved results 
The system currently monitors 180 patients; the service is to be extended to 500 patients who ha-
ve any of the abovementioned four diseases.

PUBLIC DATABASES

Description of the Project
The portal which is available to the URL http://www.dati.piemonte.it/ is the instrument develo-
ped by the Piedmont Region to implement the European Directive EC 98/2003 on the reuse of in-
formation in the public sector, transposed into the Italian legal system by Legislative Decree n° 36
of 24 January 2006.  Under this law the Publc Administrations can disclose the body of public in-
formation they hold in accordance with specific rules. The goal of this portal is therefore to ma-
ke available the public data of the Piedmont Region so that this heritage can be easily used by ci-

Portal for the reuse of public data
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tizens and businesses thus facilitating the creation of a new generation of services that will sim-
plify and improve the quality of the relationships with the Public Administration. 
The principle underlying the initiative is that public sector information, namely the information
produced and held by the Public Administrations, consitutes “an important source of ‘raw mate-
rial’ for making products and services having digital content”, that should be reused to “exploit its
potential and contribute to economic growth and job creation” (5th point of the preamble of EC Di-
rective 98/2003).  Consequently, since these data belong to the collectivity, unless there are higher
level reasons related to the protection of public interest (protection of personal data, security, etc.),
making them available at equitable and transparent conditions to all those interested in reusing
them must be encouraged. In particular, the portal dati.piemonte.it makes available the regional
data according to a rule of general openness characterized by three elements: 
1) access without restrictions – through IT media and legal instruments aimed at regulating and

clarifying the procedure for requesting and accessing a document- to unprocessed or ratio-
nally organized public data, including metadata, primarily through the Internet and with stan-
dard and open electronic formats;

2) the use of standard legal instruments (licences that lay down the terms and conditions of reu-
se), primarily based on Creative Commons licence systems, and where possibe, attributing prio-
rity to the Creative Commons CCO licence, useful for releasing data at conditions that are as
close as possible to those of a public domain; 

3) possiblity of reusing and redistributing the data free of charge.
Alongside the creation of this portal, in order to facilitate its use, the Piedmont Region has drawn
up the “Guidelines on the reuse of the Regional Body of Information”, it has prepared a document de-
fining a “Standard Licence Model for the reuse of the Regional Body of Information” and an “Instruc-
tions” booklet for adopting alternative licences besides the standard licence proposed as model: the-
se Guidelines, the licence models and the  Instructions are a procedural instrument that support the
enhancement and implementation of this body of knowledge of great value, presenting itself as a point
of reference for the other administrations interested in doing something similar.

State of implementation    
To date, the portal, published in a first beta-version, offers some functions: from access to the first
set of data, to the downloading of data by means of a standard licence, to the feedback on the qua-
lity of the information provided, to the blog, the news on new data and on available licences, to
“the expert answers” services. In the upcoming versions other functions will be available such as
advanced search functions or applications for retrieval from alphnumerical and geographic da-
ta, the application of dynamic licences for downloading alphanumeric or geographic data, the pos-
siblity of republishing applications/services developed by privates on the basis of reused data .

Expected / achieved results 
The following Regional data have been made available:
1) Data of the ICT Observatory of Piedmont (e.g. diffusion, use of ICT by businesses, citizens and PA)
2) Data from the school survey system (list of schools in Piedmont, number of students starting

from 1980, the outcome of exams, types of schools (state, private), etc
3) Historic data on the codes of the Municipalities and of foreign states 
4) Recent data from the Trade Observatory
5) Shops (by type and commodity)



Piedmont Region
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6) Other forms of retail sale (monopolies, news-stands, outlets)
7) Bars, restaurants, holiday farms, etc. 
8) Markets
Shortly the following data will be available:
• Agriculture:
9) Register of farms (land and land use, husbandry and Register of businesses)
• Rural development plan (financial data, statistics on beneficiaries, program monitoring)
• Tourism:
10) Statistics on arrivals
11) Statistics on accommodation facilities

- Geographic data bases (data from the Regional Technical Map)
- Management data bases (data from accommodation facilities, raw data / databases)

Until October 2010, 2083 downloads had been made in the following sectors:
• Resource development and management - STATISTICS
• Education, culture and leisure time – SCHOOL EDUCATION
• Resource development and management – INFORMATION AND IT SYSTEMS 
• Economic development and productive activities - TRADE
• Economic development and productive activities - TOURISM

Description of the Project
This is an applications platform, available via web, for the management of public grants from
European, national or regional sources delivered by the Region. The System tracks  the admini-
strative procedure of the funds from the time of submission of the application by the beneficia-
ry , to the delivery of the grant and to the implementation of any other regulatory requirement.
The Platform operates through a single system with a single point of access for all the officials
involved in the management of the various steps of the granting procedures : ex-ante assessment,
life cycle and monitoring.  Each user interacts with a dynamic environment that allows a clear
vision of the activities to be carried out. The system complies with the rules of administrative
transparency between Public Administration and Beneficiaries because it offers a real time view
of the state of progress of the administrative procedure. The Platform is based on a process ana-
lysis of the various types of funds, presenting itself as a general solution capable of adapting to
the various administrative contexts. The monitoring phase refers to compliance with the regu-
lations on Commmunity funds (ERDF, ESF, EAFRD) and State funds (FAS); furthermore it com-
plies with the needs related to the periodical institutional assessments by the Ministry of the Eco-
nomy and Finance – Regional Accounting Office of the State (IGRUE). Data security is ensured
by safe access via digital certificate, in accordance with the rules on data processing and  the in-
dications provided at national level by the Digital Administration Code.  The solution is addres-
sed to two types of users: the employees of the Public Administration or their delegates who spe-
cifically control and monitor the applications submitted and the projects financed; the busines-
ses, the bodies of the Public Administration, the NGOs, the Research Institutes that submit an

SERVICES FOR BUSINESSES

Platform for Calls for tenders



application on any grounds for public grants.  The System also provides for control on documents
and projects made by the managing authority and tracking of possible frauds, managed accor-
ding to the requirements of the European Anti-Fraud Office (OLAF) and by the ministerial pro-
cedure “Irregularities Management System – I.M.S.”.  

Progress
The Platform is already available and is currently being used by:
• Piedmont Region – Directorate for Productive Activities for the ERDF-ROP measures; 
• Directorate for Innovation and Research for the ERDF-ROP measures of competence and CI-

PE;  
• Directorate for Professional Training and Employment for the ESF-ROP mesures – develop-

ment of businesses
• Directorate for Strategic Programming, local policies and building activities
• Directorate for Financial Resources as Certification Authority and Systems Auditor of ERDF-

ROP funds;
• Finpiemonte S.p.A. as Intermediate Body delegated by the Piedmont Region

Expected / achieved results
To the present time the Platform manages some 42 Calls broken down as follows:
• 30 actions under the 2007-2013 ERDF-ROP
• 6 actions under the 2007-2013 ESF-ROP
• 5 actions under the Regional Law 34-04 of the Piedmont Region
• 1 action under the CIPE 2006 funds
On the whole the projects managed to date through the platform are 2,794, corresponding to 575
Beneficiaries / delegates listed in the System.

2010 e-Gov Report. Italy

D I G I T A L  A G E N D A  I T A L I A | 197





40.5% 793 8.2%

n.d. 0.0% 0.0%

31.3% 1.0% 6.3%

100.0% 0.0% 0.0%

98.6% 10.1% 0.0%

0.0% 100.0% 2.6%

56.7% Not yet qualified 11.8%

VALLE D’AOSTA REGION
E-GOV IN A SNAPSHOT  IN THE XVALLE D’AOSTA REGION

(*) at least online delivery of forms
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PEC in Municipalities (available / number- Municipalities)

PEC present on the IPA

PEC not present on the IPA but present on the web site

PEC not present

Valle D’Aosta Region

E-GOV IN THE VALLE D’AOSTA REGION

RELATIONSHIP BETWEEN CITIZENS AND PA 

Source: DigitPA (July  2010)

The Region points out that as at December 2010 all of its 74 Municipalities and 8 Mountain Communities  have at
least a PEC address.
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•Online reservation of health services (state of implementation across the Region
– ASL/AO)

Reservations on websites 
of Local Health Units

Online reservation of health services available

Online reservation of health services not available

Hospitals are included in the Local Health Unit

Reservations on websites 
of Hospitals

HEALTH

• Electronic Health Record (state of implementation across the Region – ASL)

Electronic Health Record present or
being tested on citizens

Electronic Health Record not present or
being tested without direct involvement
of citizens

Source: Between, survey with the Regional e-health directors (October 2010) more detailed data from CISIS

Source: Osservatorio Piattaforme – Between, October 2010
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Valle D’Aosta Region

•  SUAP - One-stop shop for businesses online in Capital towns  (presence and
degree of interactivity of SUAP - capital towns of Provinces)

Source: Osservatorio Piattaforme – Between, July  2010

SERVICES FOR BUSINESSES

Full transaction (also online 
forwarding of applications)

Also access to databases  (online databa-
se of proceedings and/or tracking of the
dossier being processed) 

Information and downloading 
of forms

Service not available

• Public transport online travel planning in Capital towns  
(available - capital towns of Province)  

Source: Osservatorio Piattaforme – Between, October 2010

INFOMOBILITY 

Service available on the portal of the
local public transport company

Service not present on the Municipal 
portal, but a Regional service is available

Service not available
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Regional data (06/2010)

FIXED AND MOBILE BROADBAND COVERAGE

Broadband

Broadband  (only wireless)

Digital divide

Source:  Data processed by Ministry for Economic Development – Communications Department
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Valle D’Aosta Region

THE PROJECTS 

RIVA – Valle d’Aosta PEOPLE Reuse Project

RELATIONSHIP BETWEEN CITIZENS AND PUBLIC ADMINISTRATION

Description of the Project
The RIVA-People project offers to the Municipalities of Valle d’Aosta a system that facilitates and
standardizes the activation of  municipal online services for  citizens and businesses. The project
benefits from the solutions and experiences of other Bodies of the Public Administration by reu-
sing the e-Government PEOPLE project (Online portals of local e-government bodies), ensuring that
all Municipalities, irrespective of size, can have equal opportunities in making available online all
their services by sharing instruments and models. 

The project involves the Autonomous Region of Valle d’Aosta,  as leader and coordinator for reu-
se, the Standing Council of local bodies of Valle d’Aosta (CPEL) on behalf of all local bodies that ha-
ve opted for re-use, the Aosta Municipality as tutor, and the two Mountain Communities of Mont
Emilius and Grand Combin as pilot testing bodies. 

Progress
The project is in progress and is half-way through its implementation. In particular, negotiations
with suppliers for adapting back-office operations have been concluded, the kick-off event has ta-
ken place, the infrastructure has been inspected, the front-end experimental environment has be-
en released (forms are available: demographic, taxes, payment, sports and Culture, services for in-
dividuals); the integration of Back-End solutions is in the testing phase.

Expected results
With the RIVA-People re-use project, the group has engaged to obtain the following results in terms
of diffusion of services:
• 50 Level 1 services (information) and 2 services (downloading of documentation) are availa-

ble to all regional bodies;
• 6 Level 3 essential services (transactive with online initiation of a procedure) are available

simultaneously in the Aosta Municipality and in the two pilot Mountain Communities;
• 4 Level 4 essential services (complete transaction online) are available simultaneously in the

Municipality of Aosta and in the two pilot Mountain Communities;
• At least 20 services are delivered by the Aosta Municipality;
• At least two payment services are available to all Regional bodies.  
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INFOMOBILITY 

Description of the Project
The North-West Infomobility project envisages a system of infrastructure and cooperation with
neighbouring areas in support of the infomobility central unit, for the collection, verification, dis-
semination, analysis of information and planning of actions. It is therefore aimed at starting ser-
vices capable of increasing the dissemination of information on road traffic and mobility across
the Region, enhancing all the partial or experimental initiatives undertaken thus far in providing
information on traffic mobility and optimizing the synergies to be attained through a global ap-
proach to the problem of mobility and safety of citizens. 

Progress
Pilot actions were carried out in 2008-2009. The technical and organizational feasibility study for
operating infomobility services in the North-West within the 2007-2013 Valle d’Aosta PAR FAS pro-
ject is in its final stages. This study will use the results obtained by the intervention carried out
in the  “Second framework programme agreement on e-Government and information society in
Valle d’Aosta” concerning the identification and planning of technical solutions that enable info-
mobility and verifying their feasibility by implementing pilot actions.  The outcome of the study
will lead to the development of the organizational and technical actions required to operate the
services. 

Expected results  
• Improve logistic conditions in the North-West, expanding the endowment of services for infor-

mation and communication and improving accessibility to the networks 
• Provide the infomobility central unit with the information gathered for other purposes by ro-

ad traffic operators (e.g. franchisees-private individuals, or organizations with public partici-
pation) such as traffic flows, notifying events (planned or extemporary)

• Expand to other franchisees the cooperation system for exchanging information
• Output indicators – information gathering modalities: 3 – information dissemination modali-

ties: 3 – information dissemination systems: 3
• Outcomes indicators – transport of hazardous goods with manned monitoring at entrance / exit

gates: 70% – extent of road network covered by information systems: 50%

Infomobility in the North-West
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Valle D’Aosta Region

SERVICES FOR BUSINESSES

RiSilER – Re-use of the Emilia-Romagna 
IT Employment System

Description of the Project
The project for the Re-use of the Emilia-Romagna IT Employment System offers operators, citi-
zens and businesses access to the fullest range of available employment information and services,
through a cooperative, shared IT system distributed throughout the territory and governed by the
Region which is open to all public and private bodies.  Through the Re-use project, Valle d’Aosta
has intended to meet the need for Regional uniformity both at the functional and applications le-
vel thanks to the possibility of harmonizing service delivery modalities from the standpoint of ap-
plications, adopting modalities for the cooperative delivery of services and introducing concepts
of electronic access to services for citizens and businesses. 
The re-use solution involves the services that seek to bring the demand for jobs into contact with
the businesses’ needs. To date the preselection and matching of supply and demand are provided
by the Employment Centres – Flèchemploi – that have been set up throughout the Region (Mor-
gex, Aosta, Verrés), that run the local job services and that use instruments  that have adjusted to
the reorganization of services for users in response to the emerging labour dynamics. 

Progress
The project is being implemented and is half way through completion. 
The various functions are being integrated into the IT system (Act n° 68/99. targeted job fin-
ding, …).

Expected / achieved results
• Upgrade the efficiency of job demand and supply matching services provided by the bodies that

deal with active labour policies (employment centres, work agencies, etc. )
• Adapt organizational models to the new sector dynamics (regulations, intermediaries, recruit-

ment modalities and forms)
• Create individual worker files



48.3% 67.730 5.4%

69.6% 100.0% 76.6%

43.9% 4.6% 16.1%

50.0% 89.9% 58.3%

91.1% 26.8% 0.8%

2.6% 94.0% 3.4%

74.8% Qualified 7.2%

LOMBARDY REGION
E-GOV IN A SNAPSHOT  IN THE LOMBARDY REGION

(*) at least online delivery of forms
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Lombardy Region

Source: DigitPA (July  2010)

E-GOV IN THE LOMBARDY REGION

RELATIONSHIP BETWEEN CITIZENS AND PA 

PEC present on the IPA

PEC not present on the IPA but present on the web site

PEC not present

PEC in Municipalities (available / number- Municipalities)
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HEALTH

• Electronic Health Record (state of implementation across the Region – ASL)

• Online reservation of health services (state of implementation across the Region
– ASL/AO)

Electronic Health Record present or being 
tested on citizens

Electronic Health Record not present or
being tested without direct involvement
of citizens

Reservations on websites 
of Local Health Units

Online reservation of health services available

Online reservation of health services not available

Online reservation of health services available 

Online reservation of health services not available

Reservations on websites of 
Hospitals

Source: Between, survey with the Regional e-health directors (October 2010) + additional information gathered
through CISIS

Source: Osservatorio Piattaforme – Between, October 2010
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Full transaction (also forwarding the application online)
Also access to databases  (online database of proceedings and/or tracking of
the dossier being processed 

Information and downloading of forms

Service not available

• SUAP - One-stop shop for businesses online in Capital towns  (presence and de-
gree of interactivity of SUAP - capital towns of Provinces)

Source: Osservatorio Piattaforme – Between, July  2010

SERVICES FOR BUSINESSES
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Lombardy Region



INFOMOBILITY 

• Public transport online travel planning in Capital towns  
(available - capital town of Province) 

Source: Osservatorio Piattaforme – Between, October 2010

Service available on the portal of the local 
public transport company
Service not present on the Municipal portal, 
but a Regional service is available

Service not available

Regional data (06/2010)

FIXED AND MOBILE BROADBAND COVERAGE 

Broadband

Broadband  (only wireless)

Digital divide

Source:  Data processed by Ministry for Economic Development – Communications Department
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THE PROJECTS 

Identity Provider for Citizens (IdPC)

RELATIONSHIP BETWEEN CITIZENS AND PUBLIC ADMINISTRATION

Description of the Project
The “Identity Provider for the Citizens of the Lombardy Region” (IdPc-RL) provides the local bo-
dies in Lombardy with a uniform and standardized infrastructure for supporting the identifica-
tion of users when they seek to access the services delivered by the local bodies. 
The IdPC infrastructure outsources to a regional authentication organization the process for chec-
king the credentials of a user who holds a smartcard (RSC/NSC/CIE). This is a concrete step towards
the establishment of a federated common authentication infrastructure which can potentially be
used by all e-Government services in Lombardy.

Progress
The creation of the platform is in progress.

Expected / achieved results
One of the objectives of this project is to create an interregional federated community network of
organizations that share user attribution and authentication information in a protected and safe
manner.
To date 182 Bodies (Municipalities, Provinces and Mountain Communities) in Lombardy use the
IdPC platform to give citizens and businesses the possibility of having safe access to online ser-
vices. These Bodies cater to the needs of 1,717,261 people. 

Description of the Project
MUTA is the application platform made available by the Region of Lombardy to support the pro-
cess and the interaction with all the players involved. The services offered currently by MUTA are:
Management and control of access using the RSC: registration and profiling of players involved
in the procedures for starting and managing businesses:

• Citizens/Businesses
• Intermediaries (Chambers of Commerce, Professional Firms)
• Bodies (Municipalities, SUAP, ASL, Lombardy Region, the Fire Brigade, the Regional Envi-

ronment Agency..)
Online applications services: 
• DIAP (Statement of starting a new business )
• DIA+ Fitness for habitation (Statement of beginning of construction works of business pre-

mises + fitness for habitation statement).
• DAA (Statement of starting a holiday farm business)

Progress
Pre-production

MUTA
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Expected results /results achieved
Implementation of DPR n° 160/2010 on the electronic forwarding of the DIAP paperwork to SUAP
and to the other competent bodies with the issuing of authorizations to businesses.
Data are not available as the project is in the pre-production stage. 

HEALTH

Description of the Project:
The Lombardy Region has developed the CRS-SISS platform which includes a set of IT applications
and infrastructure across the Region, in particular:

• IT pharmacy systems 
• Physicians
• Hospitals
• Lombardy Region

This infrastructure makes it possible to deliver socio-health services throughout the Lombardy Re-
gion.

The SISS currently consists of a series of IT systems that are gradually evolving according to a pre-
cise IT e-health strategy consisting in the increasingly widespread use of ICT for innovation in or-
ganization. 

Progress
In progress

Expected / achieved results
The socio-health system of Lombardy includes:

• some 9,900,00 citizens
• 15 Local Health Units where health personnel operates
• 30 public independent hospitals (AO) where health personnel operates
• 5 University and Research Hospital-Foundations where health personnel operates
• About 150,000 Socio-Health workers
• More than 2,500 Accredited Private Bodies 
• about 7,700 general practitioners and paediatricians
• about 2,600 pharmacies 

CRS-SISS
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39.1% 11.625 4.2%

57.1% 0.0% 0.0%

47.8% 5.6% 18.3%

50.0% 100.0% 100.0%

92.0% 18.3% 0.9%

0.9% 92.3% 3.4%

61.5% Qualified 6.2%

LIGURIA REGION
E-GOV IN A SNAPSHOT  IN THE LIGURIA REGION

(*) at least online delivery of forms
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PEC in Municipalities (available / number- Municipalities)

PEC present on the IPA

PEC not present on the IPA but present on the web site

PEC not present

Liguria Region

E-GOV SUL TERRITORIO DELLA LIGURIA REGION

RELATIONSHIP BETWEEN CITIZENS AND PA 

Source: DigitPA (July  2010)
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• Online reservation of health services (state of implementation across the Region
– ASL/AO)

Reservations on websites of Local 
Health Units

Online reservation of health services available

Online reservation of health services not available

Online reservation of health services available 

Online reservation of health services not available

Reservations on websites 
of Hospitals

HEALTH

• Electronic Health Record (state of implementation across the Region – ASL)

Electronic Health Record present or being tested 
on citizens

Electronic Health Record not present or being tested 
without direct involvement of citizens

Source: Between, survey with the Regional e-health directors (October 2010) + additional information gathered
through CISIS

Source: Osservatorio Piattaforme – Between, October 2010
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Liguria Region

• SUAP - One-stop shop for businesses online in Municipalities that are capital
towns (presence and degree of interactivity of SUAP - capital towns of Provinces)

SERVICES FOR BUSINESSES

Full transaction (also online 
delivery of application)

Also access to databases  (online database of proceedings and/or tracking 
of the dossier being processed 

Information and downloading of forms

Service not available

• Public transport online travel planning  in Capital towns  
(available - capital town of Province)  

Source: Osservatorio Piattaforme – Between, October 2010

INFOMOBILITY

Service available on the portal of the
local public transport company

Service not present on the Municipal portal, but 
a Regional service is available

Service not available

Source: Osservatorio Piattaforme – Between, July  2010
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Regional data (06/2010)

FIXED AND MOBILE BROADBAND COVERAGE 

Broadband

Broadband  (only wireless)

Digital divide

Source:  Data processed by Ministry for Economic Development – Communications Department
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Liguria Region

THE PROJECTS 

One front desk providing access to socio-health services

HEALTH

Description of the Project
Past projects and investments gave (and are still giving) priority to the establishment and en-
hancement of IT structures that facilitate citizens’ access to hospital and outpatient facili-
ties (e.g. Single Booking Centre for health services – CUP). However, in a context where ho-
spitals and outpatient clinics provide highly specialized healthcare services, the project is ai-
med at making sure that appropriate use is made of all the other less expensive facilities in
the healthcare cycle which provide non-hospital care such as the RSAs (nursing homes) and
Home Care (CD), which are a crucial element in healthcare delivery especially in a Region li-
ke Liguria which, besides the healthcare needs that are present in all areas, is characterized
by additional needs due to the presence of a large elderly population. It is therefore  impor-
tant to be equipped with an IT structure that guides the citizen (typically through the atten-
ding physician) once he is discharged from a hospital or from an outpatient clinic, to the fa-
cilities that can ensure continuity of treatment to complete the cycle. Obviously such an IT
structure is useful for gaining access to healthcare services irrespective of prior specialized
treatment. 

Residential care for post acute cases and for maintenance treatment is highly critical. This
means, for instance, that there is a long waiting list for admissions to nursing homes (RSA). 

At the present time, almost across the whole of the Ligurian territory there are two different
waiting lists for having access to publicly funded healthcare residences: the Municipal list
for elderly people looked after by the Social Services, and the List of the Local Health Units
for elderly with healthcare needs. These lists are drawn up using totally different and not in-
tegrated criteria and hence they are a source of poor service for the elderly population. All Li-
gurian Local Health Units (ASL) are endowed with IT procedures that simplify access to in-
formation and that manage the processes of the healthcare facilities. Among these the ones
that are most advanced are the procedures developed within the ASL3 of Genoa which ope-
rates in the territory of the Municipality of Genoa, and the system adopted by the ASL5 of La
Spezia which puts the emphasis on joint managed care, and through its UVM – Multidimen-
sional Evaluation Unit – it makes a joint evaluations which involve both the social and the
healthcare districts. 
A first general goal is to offer citizens a comprehensive service which manages and proces-
ses all the social and health data of each person so as to produce a joint waiting list (at the pre-
sent time the waiting lists are two: a health and a social services list).  A second goal is to re-
place the “one shot” service delivery model with a “managed care” model that follows the pa-
tient throughout the treatment cycle and the social service, if any. 
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Progress
The goal of adopting the ‘managed care’ model has been achieved and indeed this service is now
available in all Ligurian Local Health Units. Integration between the IT systems of the social ser-
vice and healthcare districts has been completed in some parts of the Region and is currently being
extended to the rest of the territory.  

Expected / achieved results
The front desks that provide the full ‘managed care’ cycle are more than 500 in Liguria plus all the
“virtual” front desks that are in operation in the various healthcare facilities (homes for the sick, ho-
spitals, etc.) that access the system via the Internet through the Regional health portal. The total num-
ber of workers therefore is above 1500. 
Among the advantages and the characteristics of the service are:

• knowledge about the activities carried out (efficiency)
• limits of the one shot service model as against the managed care model
• awareness of the “IT” value of the healthcare services
• development of a healthcare model based on ‘itineraries’
• emphasis on reception -> recognition of needs
• personalized healthcare
• expansion of the healthcare network
• IT technology as an enabling element
• extensive technologies (access to the Internet from the portal, palmtops)
• integration of information about any individual case 
• quality of care
• monitoring of care delivery

Description of the Project
IT system for the Right/Duty to Education and Training 

• Provides services to the officials of the Provinces and Region, to all schools (from  kinder-
gartens to secondary high schools), Vocational Training Schools, the USR, the universities,
the officials of the Provincial Employment Centres

• it accomplishes the following macrofunctions
- Communication and training for schools, Vocational Training Schools (export procedu-

re from SISSI, ARGO, AXIOS, INFOSCHOOL).
- Collection and standardization of school data
- Entering school choices for following year
- Management of dropouts and new arrivals, registration and performance 
- Search of possible dropouts and Reporting of dropouts
- statistics and monitoring (General Summary, Population, Details about the school, Lo-

cal Mobility, Mobility per Municipality, Regional Mobility, List of schools, Diplomas that
can be achieved, performances, make-up of current and past classes, students’ school
reports).  

SCHOOLS AND UNIVERSITIES

SIDDIF (IT System for the Right/Duty to Education and Training)
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Progress
It started operating in 2005 in 4 Provinces of Liguria and has gradually been extended to cover all
schools, from Kindergartens to secondary highschools, Vocational Training Schools and Provin-
cial Employment Centres. Functions have increased year after year. Integration with INA SAIA is
planned. 

Expected / achieved results
All the Ligurian schools, from Kindergarten to Secondary highschools, and the Vocational Trai-
ning Schools have been involved and they regularly feed data into the database. 

Description of the Project
The 2006-2008 Three-Year IT Operational Programme included a series of interventions by the Li-
guria Region aimed at bridging its Digital Divide.
The Liguria Region has set the strategic goal of making broadband services available across its ter-
ritory before the end of the mandate of the current Presidency and for this purpose it is building
infrastructure and services.

Progress
1) 2006-2008 first phase of the broadband diffusion project which reduced the digital divi-

de for some 20.000 inhabitants and for the businesses and Public Administrations of 24 Mu-
nicipalities.

2) The Liguria Region has deemed it necessary to have the public backbone built directly by
its own IT company, Datasiel s.p.a., to provide broadband infrastructure to some  Muni-
cipalities of the Provinces of Genoa and La Spezia, with areas where the digital divide was
large and the attractiveness for private operators low.
The intervention has involved:
• 13 Municipalities of the Province of La Spezia for a total of 33 hamlets
• 26 Municipalities of the Province of Genoa for a total of 206 hamlets
The contract was awarded on 18 February 2009 to the consortium of companies which com-
prised Uno Communications spa (leader), Siae Microelettronica spa and Ceit Impianti Srl.
The work was concluded within the deadline.

3) Thanks to the overall savings achieved with the tender mentioned above, supplementa-
ry interventions were extended to 6 Municipalities for a total of 28 hamlets in the Provin-
ces of Genoa and La Spezia. Works were completed in 2009.

4) Additional infrastructure upgrades, to provide access to broadband, were made in 2009 for
4 Municipalities in the Provinces of Imperia and Savona for a total of 32 and during 2010
for 8 Municipalities in the Mountain Community of Val Trebbia. 

5) The Provinces of Imperia and Savona have carried out their own project targeting the Mu-
nicipalities not covered by the Region through a specific tender for a project financing ini-

TECHNOLOGICAL ENDOWMENT, NETWORKS AND INFRASTRUCTURAL
SERVICES

Broadband – infrastructure and services
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tiative co-funded by the European Union.
6) Through an agreement with the Ministry for Economic Development, the Infratel Plan is

being implemented whose aim  is to expand the fibre optic network so as to enable ope-
rators to reach as many stations as possible of those that are  yet not covered, and equip
them with state-of-the art technology. A number of worksites have been envisaged across
Liguria (some of which are already open).

7) The Liguria Region has started investments to develop innovative services in specific sec-
tors according to the multichannel approach with the aim of increasing broadband demand
by citizens, businesses and Public Administrations and of promoting the development of
the Information Society. 
• The websites of 7 Municipalities have been designed and implemented in accordance with

Act n° 4/2004.
• The “Skype to Phone” service has been designed and implemented. It had already been

tested out in the Liguria Region and in the Municipal administrations of the Province of
La Spezia (it is designed to use the VoIP Technology and the being-on-call service through
Skype for the employees of the Municipalities of the Provinces involved). 

• Electronic mail for the Municipalities participating in the Liguria in rete project.

Expected / achieved results 
As a result of the interventions carried out in the Provinces of Genoa and La Spezia broadband is
now available across the two provinces. The Liguria Region has taken action so that the same re-
sults may be achieved also in the Provinces of Imperia and Savona. 
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43.1% 4.970 10.4%

0.0% 0.0% 0.0%

57.3% 3.9% 8.9%

0.0% 100.0% 100.0%

98.3% 16.0% 0.9%

3.6% n.a. (**) 4.6%

99.2% Not yet qualified 15.2%

AUTONOMOUS PROVINCE OF BOLZANO
E-GOV IN A SNAPSHOT  IN THE AUTONOMOUS PROVINCE OF BOLZANO

(*)   at least online submission of forms   
(**)  the Aut. Prov. Is not connected to the National IT Land Registry System
(***) data refer globally to Trentino Alto Adige
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PEC in Municipalities (available / number- Municipalities)

PEC present on the IPA

PEC not present on the IPA but present on the web site

PEC not present

Autonomous Province of Bolzano

E-GOV IN THE AUTONOMOUS 
PROVINCE OF BOLZANO

RELATIONSHIP BETWEEN CITIZENS AND PA 

Source: DigitPA (July  2010)

.
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Reservations on websites 
of Local Health Units

Online reservation of health services available

Online reservation of health services not available

Hospitals are included in the Local Health Unit

Reservations on websites 
of Hospitals

HEALTH

• Electronic Health Record (state of implementation across the Region – ASL)

Electronic Health Record present 
or being tested on citizens

Electronic Health Record not present
or being tested without direct involve-
ment of citizens

Source: Between, survey with the Regional e-health directors (October 2010) + additional information gathered
through CISIS

Source: Osservatorio Piattaforme – Between, October 2010

• Online reservation of health services (state of implementation across the Region
– ASL/AO)
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• SUAP - One-stop shop for businesses online in Capital towns  (presence and 
degree of interactivity of SUAP - capital towns of Provinces)

Source: Osservatorio Piattaforme – Between, July  2010

SERVICES FOR BUSINESSES

Full transaction (also online delivery 
of application)

Also access to databases  (online databa-
se of proceedings and/or tracking of the
dossier being processed 

Information and downloading 
of forms

Service not available

• Public transport online travel planning  in Capital towns  (available - capital town
of Province)  

Source: Osservatorio Piattaforme – Between, October 2010

INFOMOBILITY 

Service available on the portal of the
local public transport company

Service not present on the Municipal portal,
but a Regional service is available

Service not available
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Regional data (06/2010) (data refer globally to Trentino Alto Adige)

FIXED AND MOBILE BROADBAND COVERAGE

Broadband

Broadband  (only wireless)

Digital divide

Source:  Data processed by Ministry for Economic Development – Communications Department
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Autonomous province of Bolzano

THE PROJECTS 

Private Portal for citizens

RELATIONSHIP BETWEEN CITIZENS AND PUBLIC ADMINISTRATION

Description of the Project
Private portal for citizens: the portal is part of the civic network for the management of positions,
applications and communications between citizens and local public administrations.

Progress
In the final stage. Completion is envisaged by 01.02.2011

Expected / achieved results
Single point of access and collection of information by citizens, central point for exchanging do-
cuments, data and information between citizens and public administration.

PUBLIC DATABASES

Description of the Project
Land and building registry – online access for individuals through the Provincial Services Card.

State of implementation
Project underway to be completed by Spring 2011. 

Expected / achieved results
Access free of charge to the land and building registry for data on personally owned property. 
Less expenses for the citizen and online access and printouts, less queus at the front desks.

Land and building registry

Description of the Project
Health card and exemption from co-payment through the Provincial Services Card.

Progress
The project is being implemented and should be completed by Spring 2011.

Expected / achieved results
Dematerialization of the health card and of the data on exemption from copayment. Safe access
to the data of the card and exemption from co-payment through the Provincial Services Card. 

HEALTH

Health card and exemption from co-payment through the Provincial Services Card
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53.0% (**) 4.970 (****) 1.0%

0.0% 0.0% 100.0%

69.3% 5.1% 21.5%

0.0% 100.0% 100.0%

85.0% 16.0% 0.5%

0.9% n.a. (***) 2.7%

82.7% Under qualification 15.2%

AUTONOMOUS PROVINCE OF TRENTO
E-GOV IN A SNAPSHOT  IN THE AUTONOMOUS PROVINCE OF TRENTO

(*) at least online submission of forms     
(**) data updated as at 15 December 2010 provided by the Province  
(***)  the Aut. Prov. is not connected to the National IT Land Registry System
(****) data refer globally to Trentino Alto Adige
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PEC in Municipalities (available / number- Municipalities)

PEC present on the IPA

PEC not present on the IPA but present on the web site

PEC not present

E-GOV IN THE AUTONOMOUS 
PROVINCE OF TRENTO

RELATIONSHIP BETWEEN CITIZENS AND PA 

Source: DigitPA (July  2010)

.

Autonomous Province of Trento
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HEALTH

• Electronic Health Record (state of implementation across the Region – ASL)

Electronic Health Record present or being
tested on citizens

Electronic Health Record not present or being
tested without direct involvement of citizens

Source: Between, survey with the Regional e-health directors (October 2010) + additional information gathered
through CISIS

Source: Osservatorio Piattaforme – Between, October 2010

• Online reservation of health services (state of implementation across the Region
– ASL/AO)

Reservations on websites 
of Local Health Units

Online reservation of health services available Hospitals are included in the Local Health Unit

Reservations on websites 
of Hospitals

Online reservation of health services not available
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Autonomous Province of Trento

• SUAP - One-stop shop for businesses online in Capital towns  (presence and
degree of interactivity of SUAP - capital towns of Provinces)

Source: Osservatorio Piattaforme – Between, July  2010

SERVICES FOR BUSINESSES

Full transaction (also online delivery of 
application)

Also access to databases  (online database of
proceedings and/or tracking of the dossier being
processed 

Information and downloading of forms

Service not available

• Online planning of public transport routes in Municipalities that are the capitals
of Provinces (available - capital town of Province)  

INFOMOBILITY 

Service available on the portal of the local
public transport company

Source: Osservatorio Piattaforme – Between, October 2010

Service not present on the Municipal portal, but
a Regional service is available

Service not available
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Regional data (06/2010) (data refer globally to Trentino Alto Adige)

FIXED AND MOBILE BROADBAND COVERAGE

Broadband

Broadband (only wireless)

Digital divide

Source:  Data processed by Ministry for Economic Development – Communications Department
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Autonomous Province of Trento

SCELT – Cooperation-on-applications System for the Local Bodies of Trentino

RELATIONSHIP BETWEEN CITIZENS AND PUBLIC ADMINISTRATION

Description of the Project
SCELT aims at endowing all the Municipalities of Trentino with an application port capable of ena-
bling each Municipality to exchange data across its IT systems, with other Bodies of Trentino in-
cluding the Province, APSS, etc., and with the Central Administration. This is a necessary condi-
tion to be able to implement  projects. Ports will obviously be managed by Informatica Trentina
by its own systems. The results of the CSS implementation will be used and, in particular, the Tren-
to Municipality will be considered as an example. This initiative (called “SCELT” for the time being)
also envisages communication to all the Municipalities and adequate training which is currently
being organized with the Consortium of Municipalities

Progress
In progress.

Expected / achieved results
Endowing each Municipality with a domain port makes Trentino the first region capable of achie-
ving cooperation on applications in full compliance with current rules. 

Description of the Project
The project has the aim of combining the social services records with healthcare records using sta-
te-of-the-art modalities and instruments.

Progress
The system will enter into operation by the end of 2010. 

Expected / achieved results
Technological innovation: the project has developed and tested innovative technologies within the
framework of applications integration, services-oriented architecture, data integration and data
warehousing.
Process innovation: the project has developed and enabled the process management of social and
healthcare services provided by a variety of bodies and organizations hence providing a compre-
hensive view of the  processes scattered throughout the Region. 

HEALTH

CSS

THE PROJECTS 
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TECHNOLOGICAL ENDOWMENT, NETWORKS AND 
INFRASTRUCTURAL SERVICES

Description of the Project
The goal of the Trentino in Rete project is to provide a widespread network that gives everyone
equal access to the opportunities offered by the information society. The broadband indeed is con-
sidered to be a key factor in the development of Trentino; a concrete and operational project has
thus been defined which envisages fibre optic cable networks throughout the Region by 2010.

Progress
Today: fibre optic network: 316 km of cable have been laid, 64 km are in construction, contracts
for the construction of 294 km have been awarded. The east-side ring of the Veneto Region is being
closed with 47 km of fibre laid. 

Expected / achieved results
• a fibre optic network that is over 700 km long – to be achieved by 2010
• a wireless network with 756 envisaged sites – among the largest in Europe. 

Trentino in rete – T.Net

Product / service innovation: the project is designed to:
1) increase the efficiency of the overall delivery of social and healthcare services;
2) enhance the efficacy of the delivery of social and healthcare services;
3) facilitate the monitoring of the service during delivery thus enbaling compliance with mi-

nimum service standards.
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52.0% 29.046 10.2%

76.9% < 10% 48.0%

51.1% 3.2% 10.2%

71.4% 91.4% 42.9%

94.6% 17,4% 1.4%

3.5% 96.6% 7,5%

77,9% Qualified 11.5%

VENETO REGION
E-GOV IN A SNAPSHOT  IN THE VENETO REGION

(*) at least online delivery of forms
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Veneto Region

E-GOV IN THE VENETO REGION

RELATIONSHIP BETWEEN CITIZENS AND PA 

PEC present on the IPA

PEC not present on the IPA but present on the web site

PEC not present

PEC in Municipalities (available / number- Municipalities)

Source: DigitPA (July  2010)
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HEALTH

Source: Between, survey with the Regional e-health directors (October 2010) + additional information gathered
through CISIS

• Electronic Health Record (state of implementation across the Region – ASL)

• Online reservation of health services (state of implementation across the Region
– ASL/AO)

Electronic Health Record present or being tested on
citizens

Electronic Health Record not present or being tested
without direct involvement of citizens

Reservations on websites 
of Local Health Units

Online reservation of health services available

Online reservation of health services not available

Online reservation of health services available 

Online reservation of health services not available

Reservations on websites 
of Hospitals

Source: Osservatorio Piattaforme – Between, October 2010
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Veneto Region

Full transaction (also online delivery of application)
Also access to databases  (online database of proceedings and/or tracking of
the dossier being processed 

Information and downloading of forms

Service not available 

• SUAP - One-stop shop for businesses online in Municipalities that are capital
towns (presence and degree of interactivity of SUAP - capital towns of Provinces)

Source: Osservatorio Piattaforme – Between, July  2010

SERVICES FOR BUSINESSES
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Source:  Data processed by Ministry for Economic Development – Communications Department

INFOMOBILITY 

FIXED AND MOBILE BROADBAND COVERAGE

• Public transport online travel planning  in Capital towns  
(available - capital town of Province)  

Fonte: Osservatorio Piattaforme – Between (luglio 2010)

Service available on the portal of the local public tran-
sport company
Service not present on the Municipal portal, but a Regional
service is available
Service not available

Regional data (06/2010)

Broadband

Broadband  (only wireless)

Digital divide
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Veneto Region

THE PROJECTS 

MyPortal, a multimedia and multichannel portal

RELATIONSHIP BETWEEN CITIZENS AND PUBLIC ADMINISTRATION

Description of the Project
MyPortal is a multi body, multi-organizational and multi-hierarchy portal thanks to which the
Local Bodies of the Veneto Region have the possiblity of creating their institutional portal through
which citizens may obtain information and services as well as interact with the local body. 
The portal is logically structured into four areas each having a given function:
• Organization: this is the institutional part which contains the information made available

by the body and the services delivered (tenders, contests, decisions, list of beneficiaries, no-
tices, etc…).

• Communities: gathers together communities of various type present in the Region that users
can join.

• Identity: a place made available to the registered user where various instruments can be in-
troduced among those envisaged by the system (news, events, tenders, contests, list of pa-
pers issued by the Municipality to be served to citizens (Albo Pretorio), etc.); such instruments
may be produced by one’s own institution or by others so as to personalize the way in which
the information coming from the members of MyPortal can be used. 

• Employment:  this section contains transactive services between citizen and organization,
among which, for instance, Direct Line, where the registered user can directly interact with
the organization, keeping track of the transaction, the Tax Payer’s File, where the registe-
red user can get information about the local housing tax, check reports made, access the list
of payments made and Self-certifications, where it is possible to produce self-certifications
autonomously with one’s own data that can be readily printed. 

The local portal of the Body can be “extended” through one or more instruments developed to-
gether with the Veneto Region within the cluster of portals such as for instance: 
• myIntranet: for sharing data among PA employees;
• myExtranet: for sharing information among the local bodies about the development of the

information society;
• Pay@Web: portal for making online payments
• Veneto Notizie: portal for producing a newsletter on the PA’s online multimedia news 

The project is currently being used by 121 active Bodies and 33 are in the re-use stage, in 5 Pro-
vinces. Version n° 3 which is currently being developed and which exploits the Liferay Alfresco
opensource component, is expected to be released in December 2010.
Regarding multimedia technologies, further components have been developed and combined in
MyPortal which are useful for supporting the local Bodies in using the multimedia instruments
so as to facilitate the delivery of services for citizens and businesses:
• Veneto Library: is a system for collecting, managing, retrieving and distributing via the web

multimedia content: audio, video, images and text in PDF format, with the help of internal
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and external CDNs.
• Multimedia Library: is the Veneto Library version for creating an online public archive of

multimedia content.
• LiveTV: system for capturing, publishing and filing audio-video products, that can be used

live or deferred.
• Conferencing: an instrument for creating and managing virtual conferences.

In the multichannel area, instead, projects have been carried out for technological products and
services for the multichannel distribution of the contents and services provided by the Public Ad-
ministration. Also in this case the solutions have been designed to provide close integration with
MyPortal. The applications that are available are:
• Veneto Channel: a system of publications, management and distribution of audio and video

multimedia content. Such content can be viewed on ad hoc television screens (Telivision sets,
Totem, Notebooks, …). 

• Veneto Channel Touch: this is the touchscreen version of the Veneto Channel system that com-
bines the multimedia content distribution model with interactive and information applica-
tions at the service of citizens (Electronic Noticeboard, List of papers issued by the Muni-
cipality to be served to citizens, News …)

• CiTV DDT: the outcome of a research project, it is the information distribution system of My-
Portal on the Digital Broadcasting channel.

PUBLIC DATABASES

Description of the Project
Through the CreSCI project the Administration is spreading across the territory infrastructural,
applications and support services for interoperability and cooperation on applications developed
within the SIRV-Interop project. The infrastructure services, in particular, refer to the interope-
rability platform that the Regional Administration has made available to the Local Bodies and that
is configured as a single IT and ICT solution consisting of hardware elements and software that
resides on the Regional systems and that are capable of supporting the activities linked to the de-
livery and use of interoperability services and cooperation on applications services. The Veneto
Region provides the member Bodies with a number of services consisting of the configuration, ma-
nagement, maintenance and evolution of the central systems, and the installation, upgrading and
evolution of the “infrastructural” components (not applications) of the platform, besides offering
a series of training and assistance services. 

Besides the creation of a cooperation infrastructure, the engagement of the Regional Administra-
tion is addressed to the development and delivery of a first set of applications such as for instan-
ce the citizen’s file, retrieving population Registry data, certificate for obstetric assistance for wo-
men in labour (CEDAP), management of building permits, testing the circuit between the Veneto
Region and AVEPA (Veneto Agency for payments to Farmers) for sharing the data on individuals

CreSCI Chamber of Commerce Data 
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Veneto Region

who operate in the agricultural sector, etc.. 

The deployment of the domain portals and the infrastructure enabling interoperability and coo-
peration on applications services counts more than 57 Bodies in the Region that have subscribed.
These include the Veneto Local Bodies (Municipalities, Mountain Communities and Provinces) as
well as other Bodies and structures like INPS, AVEPA, ARPAV, Chambers of Commerce, Prefectu-
res, CST, ULSS/ASL and Hospitals. 

Of special interest, concerning the diffusion of databases, is undoubtedly the CReSCI Chamber Da-
ta service which, by exploiting the domain portals developed by the SIRV_Interop project, provi-
des access to the Parix database of the Chambers of Commerce directly from the interface of the
applications used by each Body, thus enabling the user to immediately check the data and infor-
mation about a business with regard to the files and procedures managed by that Body.
An additional advantage of interoperable services is that of retrieving data not only on a given bo-
dy but also to get lists of businesses that have certain characteristics, necessary for instance for
“massive” reclamation actions of the Databases of the Bodies (e.g. databases on taxes) with upda-
ted data on businesses.

Some possible areas of application of the CReSCI Chamber data service are for instance: severan-
ce pay and checks on local taxes, authorizations and controls on trade activities, authorizations,
franchises and controls on building activities, local police checks, authorizations and control on
the environment, authorizations and controls on the safety of workplaces, tenders and contracts
(checking supplier data), etc. 

The fact of using the service by exploiting interoperability and cooperation on applications offers
various advantages in terms of speed of response, correctness of the information managed and cost-
effectiveness and cost reduction.  Requests are processed more rapidly and at lower costs, produc-
tivity increases and the time required to obtain data and information is shorter, there are less draw-
backs and errors caused by deferred, lack and incorrect availability of data.  
The service structured in this way is currently being tested out in the Municipality of Venice and
in the Province of Padua at two regional bodies (ARPA Veneto, Veneto lavoro) and at the regional
SPISAL network (Service for Prevention, Hygiene and Safety in the Workplace).

Description of the Project
With the project called “OVER network” (Open Veneto Regional Network) the Veneto Region has
set up a scalable network infrastructure, flexible as to management and with guaranteed levels
of service capable of potentially interconnecting all the Bodies of the region with the aim of faci-
litating interoperability and the exchange of information between the Bodies and hence between
the various Bodies and citizens.

TECHNOLOGICAL ENDOWMENT, NETWORKS AND 
INFRASTRUCTURAL SERVICES

OVER Network
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The project, which is in line with the guidelines of the Public Connectivity System (SPC), has im-
plemented the network infrastructure which underlies the Regional Community Network of Ve-
neto and which, being linked to the Public Connectivity System, enables subscribers to present
themselves in a uniform and homogeneous manner to the central and local administrations (as de-
fined in the technical rules of the SPC (Public Network) approved with DPCM of 1st April 2008. This
infrastructure uses the potential of the Internet and is based on encrypted links by means of the
VPN technology (Virtual Private Network); it makes use of the presence in the Region of a NAP (Neu-
tral Access point) which was developed also with the contribution of the Veneto Region. Also the
Veneto Region is present in the NAP, which is a neutral physical place where Internet operators
converge to sort traffic,  with its network infrastructure which is therefore linked directly to the
infrastructure of the main national and local Internet operators that are present in the NAP. This
makes it possible to ask national and local Internet operators to provide levels of service that ma-
ke the infrastructure stable and reliable through an accreditation process which envisages also con-
stant monitoring and checking the performance of the connections. 

The development of the OVER network will have a favourable impact on the activities of public
bodies that will have an alternative technology to the traditional point-to-point connection and
will hence save money because with a single Internet connection they can use shared applications
and exchange information with the local and central Public Administration through data transmis-
sion and VoIP telephone calls. 
The list of services available through the OVER Network is constantly being updated and it inclu-
des those offered by the Central Public Administration, by the Veneto Region, by the Provinces and
by the bodies that belong to the network. Some of the main services are: 

• SIMOT: IT system of the Traffic Control Authority  
• ACI certificates: Management of the P.R.A. vehicle registration and ownership variations 
• SILL: Back office management system of the Veneto Employment Centres 

To date the infrastructure set up by the OVER Network serves more than 100 Municipalities, se-
ven Provinces, 21 health units, the regional agencies, 2 natural parks and the Venetian museum
centre. 
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FRIULI VENEZIA GIULIA REGION
E-GOV IN A SNAPSHOT  IN THE FRIULI VENEZIA GIULIA REGION 

(*) at least online delivery of forms
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74.8% 8.208 10.9%

33.3% 100.0% 9.1%

58.3% 2.6% 14.3%

50.0% 22.3% 75.0%

95.9% 11.0% 1.9%

0.9% 90.9% 8.2%

71.8% Qualified 15.4%



PEC in Municipalities (available / number- Municipalities)

PEC present on the IPA

PEC not present on the IPA but present on the web site

PEC not present

Friuli Venezia Giulia Region

E-GOV IN THE 
FRIULI VENEZIA GIULIA REGION

RELATIONSHIP BETWEEN CITIZENS AND PA 

Source: DigitPA (July  2010)
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• Online reservation of health services (state of implementation across the Region
– ASL/AO)

Reservations on websites 
of Local Health Units

Online reservation of health services 
available

Online reservation of health services 
available 

Online reservation of health services 
not available

Reservations on websites 
of Hospitals

HEALTH

• Electronic Health Record (state of implementation across the Region – ASL)

Electronic Health Record present 
or being tested on citizens

Electronic Health Record not present
or being tested without direct involve-
ment of citizens

Source: Between, survey with the Regional e-health directors (October 2010) + additional information gathered
through CISIS

Source: Osservatorio Piattaforme – Between, October 2010

Online reservation of health services
not available
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Friuli Venezia Giulia Region

• SUAP - One-stop shop for businesses online in Capital towns  (presence and 
degree of interactivity of SUAP - capital towns of Provinces)

Source: Osservatorio Piattaforme – Between, July  2010

SERVICES FOR BUSINESSES

Full transaction (also online delivery of
application)

Also access to databases  (online databa-
se of proceedings and/or tracking of the
dossier being processed)

Information and downloading 
of forms

Service not available

• Public transport online travel planning  in Capital towns  (available - capital town
of Province)  

Source: Osservatorio Piattaforme – Between, October 2010

INFOMOBILITY 

Service available on the portal of the
local public transport company

Service not present on the Municipal por-
tal, but a Regional service is available

Service not available
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Regional data (06/2010)

FIXED AND MOBILE BROADBAND COVERAGE

Broadband

Broadband  (only wireless)

Digital divide

Source:  Data processed by Ministry for Economic Development – Communications Department
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Friuli Venezia Giulia Region

THE PROJECTS 

Regional services card (RSC)

RELATIONSHIP BETWEEN CITIZENS AND PUBLIC ADMINISTRATION

Description of the Project
The Regional Services Card (RSC) is an innovative instrument which is free of charge and strictly
personal, that the Autonomous Region of Friuli Venezia Giulia has distributed to its citizens in or-
der to simplify relationships with the Public Administration in various fields of daily activities in
continuation of an experience dating back to 1996 which introduced the first “Services card” for
the delivery and control of fuel at discounted prices.
The RSC is the outcome of an institutional agreement between our Region, the Inland Revenue and
the General Accounting Office and it constitutes an emblematic example of institutional coopera-
tion and optimization of public resources. Friuli Venezia Giulia is the first Region that brings toge-
ther these functionalities into a single technologically advanced instrument which is unique on the
Italian scene. 

The strategic choice was that of adopting a technical medium that was more advanced than the ini-
tial standard: the electronic circuit of the card is the best that technology can currently offer. In-
deed it has great storage capacity with regard to the services that can be uploaded or used with this
instrument. Moreover an additional technology with high potential has been added which gives
it contactless functions so that it can interact not only with a terminal but also via radio frequen-
cies.  
Indeed, the RSC is immediately valid as:

1) Health Card
2) European Health Insurance Card
3) Tax Code

In addition, following its activation, it can be used to have safe and protected access to all interac-
tive services made available by the Regional Administration and by the other public administra-
tions on the portal cartaservizio.regione.fvg.it.

Progress
The Regional Services Card has been distributed to all the inhabitants of the Autonomous Region
of Friuli Venezia Giulia, namely one million 250 thousand people. The initial project of the Auto-
nomous Region of FVG envisaged a stepwise distribution of the RSC and gradual implementation
of its relevant services. The subsequent cooperation with the Ministry of the Economy and Finan-
ce enabled it to benefit from considerable savings for the purchase and distribution of the cards
thanks to the nationwide project under which millions of cards were distributed.
In practice the Autonomous Region of FVG anticipated and completed the diffusion of the RSC across
its territory. 

Expected / achieved results
Among the expected and accomplished results mention can be made of the simplification and im-
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Description of the Project
The INTERPRANA project – Regional Interoperability and cooperation on applications – has the aim of
enabling a safe sharing of the Population Registry data in a flexible and adaptable manner.
Through this project the FVG Region has set up a regional infrastructure for exchanging Population Re-
gistry information which cooperates with the Regional Cards System (RCS). Interoperability among the
various solutions is ensured by the definition and implementation of ad hoc systems for cooperation on
applications (domain ports, notification of events). 
The functions envisaged by the project are: 

• guarantee of security criteria for having access to and distribution of data;
• disclosure of  Registry data (births, marriages, deaths etc.) through the cooperation-on-applica-

tions system;
• support for the citizen’s self-certification and verification of his/her personal details ;
• support to data access through authorized operator and through a graphic interface (Browser)
• integration with the Regional Cards System (RSC) for integrating the delivery of integrated Re-

gistry information services minimizing costs. 

The services of the project allows citizens to  access, use and check  Registry information,. The
Administrations can use such data for their institutional tasks both directly and in deferred
mode.
Furthermore, by integrating the various incoming mail registration systems used by the various
Public Administrations present in the Region, the project envisages the creation of a network for
the exchange of documents in a certified and safe manner, albeit in the presence of heterogene-
ous IT systems and management applications and hence a safe and certified exchange of the Po-
pulation Registry data.  

Progress
The regional infrastructure for cooperation on applications in Friuli Venezia Giulia is fully operational.
The setting up of domain ports is currenty in progress and involves about forty bodies.

Expected / achieved results
In particular the following services have been set up:

• service for retrieving individual and/or family and historic data;
• services for the notification and management of births, marriages and deaths;
• services for producing lists;
• services for producing self-certificates;

Interprana

TECHNOLOGICAL ENDOWMENT, NETWORKS AND 
INFRASTRUCTURAL SERVICES DELLA PA

provement in the relationships between users and Public Administration and the savings, in time
and money, for obtaining information and using the services.
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• integration with the interoperability system of the incoming mail registration systems;
• start-up of the system. 

As to the regional infrastructure that enables the delivery of the Registry integration services, the fol-
lowing has been accomplished: 

• A Regional cooperation on applications infrastructure through the configuration of ad hoc Do-
main Gateways that comply with CNIPA standards, a central module for the exchange of Popu-
lation Registry data, module for integration with the Interoperability Protocol; 

• A portal of the Operator which, through the Regional cooperation on applications infrastructu-
re, enables the operators of the Bodies participating in the project to retrieve the data and pro-
duce lists of Population Registry data.

• A Citizen’s portal for the creation of self-certificates and for retrieving personal registry data, by
exploiting the functions made availably by the Regional cooperation on applications infrastruc-
ture. 

Friuli Venezia Giulia Region

BROADBAND INFRASTRUCTURE COVERAGE

Description of the Project
ERMES (Excellent Region in a Multimedia European Society) is the programme whereby the Re-
gion intends to operate in order to make Friuli Venezia Giulia a European area of excellence in the
area of Information & Communication Tecnology (ICT). The programme constitutes an important
part of the policy that the Region is implementing so that Friuli Venezia Giulia may maintain and
improve its competitive edge over the more advanced European and Non-European regional sy-
stems. 

Progress
A series of interventions have been funded, aimed at bridging the digital divide that affects exten-
sive areas of the Region. In particular an infrastructure for the telecommunications network now
connects remote areas of the Region providing broadband connection to the Public Administrations,
businesses and citizens. The telecommunications infrastructure that has been built will also pro-
mote development and integration of ICT within the Adria Alps Euroregion.

Expected / achieved results
The expected results include: 

• reduction in the digital divide and diffusion of the new ICT;
• creation of a new model for the activities of the Public Administration; 
• development of e-government at the inter-regional level. 

So far the broadband connection plan has been completed by laying fibre optic cables and satel-
lite links to reach out also to the Municipalities in particularly disadvantaged areas. 

ERMES
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62.4% 29.364 10.7%

77,8% 0.0% 35.3%

58.4% 3.0% 11.7%

66.7% 80.3% 66.7%

96.4% 28.4% 3.6%

2.6% 95.6% 7,6%

93.6% In the process of being qualified 8.0%
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EMILIA-ROMAGNA REGION
E-GOV IN A SNAPSHOT  IN THE EMILIA-ROMAGNA REGION

(*) at least online delivery of forms



Emilia-Romagna Region
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E-GOV IN THE EMILIA-ROMAGNA REGION

RELATIONSHIP BETWEEN CITIZENS AND PA  

PEC present on the IPA

PEC not present on the IPA but present on the web site

PEC not present

PEC in Municipalities (available / number- Municipalities)

Source: DigitPA (July  2010)
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HEALTH

Source: Between, survey with the Regional e-health directors (October 2010) + additional information gathered
through CISIS

Source: Osservatorio Piattaforme – Between, October 2010

• Electronic Health Record (state of implementation across the Region – ASL)

• Online reservation of health services (state of implementation across the Region
– ASL/AO)

Electronic Health Record present or being tested on
citizens
Electronic Health Record not present or being tested
without direct involvement of citizens

Reservations on websites 
of Local Health Units

Online reservation of health services available

Online reservation of health services not available

Online reservation of health services available 

Online reservation of health services not available

Reservations on websites 
of Hospitals



Emilia-Romagna Region
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Full transaction (also online delivery of application)
Also access to databases  (online database of proceedings and/or tracking of
the dossier being processed)

Information and downloading of forms

Service not available

• SUAP - One-stop shop for businesses online in Municipalities that are capital
towns (presence and degree of interactivity of SUAP - capital towns of Provinces)

Source: Osservatorio Piattaforme – Between, July  2010

SERVICES FOR BUSINESSES
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INFOMOBILITY 

FIXED AND MOBILE BROADBAND COVERAGE

• Public transport online travel planning  in Capital towns  
(available - capital town of Province)  

Source: Osservatorio Piattaforme – Between, October 2010

Service available on the portal of the local public tran-
sport company
Service not present on the Municipal portal, but a Regional
service is available

Service not available

Regional data (06/2010)

Broadband

Broadband  (only wireless)

Digital divide

Source:  Data processed by Ministry for Economic Development – Communications Department



Emilia-Romagna Region
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THE PROJECTS 

Co-design of Online Services 

RELATIONSHIP BETWEEN CITIZENS AND PUBLIC ADMINISTRATION

Description of the Project
The project, set up within the Regional ICT  Plan (PiTER 2007-2009), is designed to promote the
diffusion of knowledge and instruments among the various local bodies across the Region in sup-
port of the design and promotion of online services of the PA with the twofold goal of: 

• deepening the understanding of behaviours, expectations and levels of user satisfaction for
the online services of the PA;

• improve the usability of existing services and of those that are in the pipeline.

The project is aimed at developing and constantly checking on the field the methodology for de-
signing e-government services that take into account the needs expressed by the users-citizens. 

Progress
In the course of 2009 a survey was conducted of the preferences and interests of the citizenry with
regard to e-government services to define detailed profiles of online users. During the first year
of activity data were gathered through an opinion poll involving 3000 citizens, through focus groups
and usability tests on some services offered by the PA. On the basis of these results a methodolo-
gy for the design of e-government services was developed which takes into account the users’ ne-
eds and indications were obtained for the evolution of the services analysed (the methodology has
successfully been applied to online demographic services).  

Expected / achieved results
Thanks to the work carried out within the project, guidelines are currently available that summa-
rize the experience achieved. Such guideliens can be used to support other pilot tests /applications
for other services and to develop methodological indications. This methodology will be subjected
to constant updates also in the light of the pilot tests carried out. Moreover throughout 2010, in
order to make the insiders aware of the importance of these issues, a newsletter was set up enti-
tled “Ask them! The PA is redesigning its services WITH the citizenry” which comes out every month
and provides information about the most significant outcomes achieved by the Thematic Co-de-
sign Community (consisting of representatives of the Region and of the local bodies and created
within the Emilia-Romagna Community Network). It also presents the best practices that are achie-
ved at national and international levels on these issues and seeks to gather current practical ex-
periences in the area of co-designing online services. 
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PUBLIC DATABASES

Description of the Project
The project is based on the assumption that it is necessary to set up across the Regional territory
a network of founding and certified “information resources” (or “registries”) that have official va-
lue, that are generally accepted in that they comply with the existing legislation and that are di-
rectly managed by each administration that has institutional jurisdiction, starting from the geo-
topographic database, the real estate registers and the tax registers; the aim is to gather data re-
lated to the territory, to the economy and finance and to their mutual relationships and conditio-
ning, and plan interventions and monitor their effectiveness.  The components involved in the pro-
ject are used on the one hand to make them available to the Bodies (Municipalities, Provinces, As-
sociated IT Systems), and on the other to form within the Regional Services Centre a “regional po-
le” where to merge the existing databases  on real estate and linked individuals . In this way a ful-
ly integrated system is achieved which, by exploiting the Lepida infrastructure (broadband net-
work) and specific synchronization processes, will provide prompt and thorough knowledge of the
tax situation of the whole territory. 

Progress
The solutions have already started being disseminated across the Region also thanks to a speci-
fic implementation agreement, made within the Emilia-Romagna Community Network,  regula-
ting the relationships between the Region and the Local Bodies involved with the aim of managing,
in a fully shared manner, the information bases (data on property, territorial data and land regi-
stry data) required to capture the criticalities of the Territory, the Economy and Finance. Thanks
to this intervention, and to two economic interventions expressly dedicated to associations of mu-
nicipalities, more than 200 Municipalities have committed themselves to implement  (at home or
within the Regional Services Centre) the solutions and territorial and tax related data bases that
are useful for the purposes mentioned above. 

Expected / achieved results
The implementation of the project aims at achieving shared and systemic macro-objectives through
specific project actions within a framework for the definition of the infrastructural architecture
and of the relationship between the territorial levels/domains (national, regional, local) and the ap-
plications domain (of the individual administrations) in compliance with the principles of subsi-
diarity, differentiation, adequacy and cost-effectiveness as well as with the legal restraints on the
ownership of the data and on the competencies of the institutional levels. 

Land Registry and Taxes in the Emilia-Romagna Region



Emilia-Romagna Region
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Description of the Project
The project envisages within the 2007-2009 Regional ICT Plan (PiTER) the creation and implemen-
tation of the Central Archives of the Emilia-Romagna Region (ParER), that is a single historic and
storage archive, of the federated type, dedicated to the conservation of the documents of the Ad-
ministrations of the territory capable of delivering archives-related services of various types, but
mainly electronic documents. The establishment of a reliable archive for the conservation of IT
documents is a decisive step towards the true dematerialization of administrative activities and
the full implementation of e-Government in the Region. Under Regional Law n° 17/2008 the fun-
ction of conserving IT documents was assigned to the IBC, identified, on the basis of the analyses
of the working group of the project, as the public body with its own legal personality endowed with
a logistic structure and with its own staff that can maintain control of the conservation procedu-
re also in the case in which technological services are outsourced. 

Progress
Upon completion of the design stage in July 2009 the Central Regional Archives Service was set
up within the IBC (Institute for Environmental, Cultural and natural Heritage of Emilia-Romagna)
endowing it with staff having special skills in archiving, IT and legal matters.  At the same time
the specialized data centre services were initiated awarded through tenders in 2008. In January
2010 the Emilia-Romagna Region started to forward its IT documents to the Regional Archives Cen-
tre for them to be stored in digital format; the Centre has thus become fully operational. 

Results achieved 
In the course of 2010, the Central Archives reached the objective of storing, in accordance with the
existing regulations, all the IT documents with digital signature produced by the facilities of the
Regional Government, amounting to over 20.000 documents. Among its goals, ParER seeks to crea-
te a single digital archive for the long-term storage of the IT documents produced by the Region
and by the Public Administrations of Emilia-Romagna.  In this way the local bodies (Municipali-
ties, Provinces but also the ASLs and the Universities) are given the possibility of delegating the
long-term storage of their IT documents to a specialized Centre so that they can concentrate their
resources on the delivery of services to citizens. By the end of 2010 also the University of Bologna
and some Healthcare establishments, besides a considerable number of Provinces and Municipa-
lities, will have access to these services; in 2011 the number of administrations subscribing to this
service are expected to increase, in particular the Provinces, the Health Estabishments and the Mu-
nicipalities that are capital towns. 

TECHNOLOGICAL ENDOWMENT, NETWORKS AND 
INFRASTRUCTURAL SERVICES OF THE  PA

Central Archives of the Emilia-Romagna Region (ParER)



47,7% 26.266 8.4%

42.9% 100.0% 11.8%

54.3% 3.6% 10.4%

80.0% 47,5% 50.0%

96.4% 22.3% 4.9%

2.4% 100.0% 5.9%

88.7% Qualified 8.5%
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TUSCAN REGION
E-GOV IN A SNAPSHOT  IN THE TUSCAN REGION

(*) at least online delivery of forms



Tuscan Region

Source: DigitPA (July  2010)

E-GOV IN THE TUSCAN REGION

RELATIONSHIP BETWEEN CITIZENS AND PA  

PEC present on the IPA

PEC not present on the IPA but present on the web site

PEC not present

PEC in Municipalities (available / number- Municipalities)
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HEALTH

• Electronic Health Record (state of implementation across the Region – ASL)

• Online reservation of health services (state of implementation across the Region
– ASL/AO)

Electronic Health Record present or
being tested on citizens

Electronic Health Record not present or
being tested without direct involvement
of citizens

Reservations on websites 
of Local Health Units

Online reservation of health services available

Online reservation of health services 
not available

Online reservation of health services available

Online reservation of health services 
not available

Reservations on websites 
of Hospitals

Source: Between, survey with the Regional e-health directors (October 2010) + additional information gathered
through CISIS
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Source: Osservatorio Piattaforme – Between, October 2010



Tuscan Region

Full transaction (also online delivery of application)
Also access to databases  (online database of proceedings and/or trac-
king of the dossier being processed)

Information and downloading of forms

Service not available

• SUAP - One-stop shop for businesses online in Capital towns  (presence and 
degree of interactivity of SUAP - capital towns of Provinces)

Source: Osservatorio Piattaforme – Between, July  2010

SERVICES FOR BUSINESSES
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INFOMOBILITY 

• Public transport online travel planning  in Capital towns  
(available - capital town of Province)  

Source: Osservatorio Piattaforme – Between, October 2010

Service available on the portal of the local
public transport company
Service not present on the Municipal portal,
but a Regional service is available

Service not available

Regional data (06/2010)

BROADBAND COVERAGE

Broadband

Broadband  (only wireless)

Digital divide
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Tuscan Region

THE PROJECTS 

The Regional SUAP (One-stop shop for businesses) Network 

BUSINESS AND JOB SERVICES 

Description of the Project
With the operation of the SUAP, the Municipalities have complied with the duty envisaged by the
law, but as they started to operate a number of shortcomings emerged since this system was de-
signed as a stand-alone system in a multilevel institutional environment; the operational problems
are due to problems in the overall functioning of the PA network. The Tuscan Region intervened
to coordinate the activity of local Bodies and of the other PA that intervene in the procedures, in
order to improve the efficiency of the SUAP services and accomplish a homogeneous level of ser-
vices across the Tuscan territory which must be of high quality and capable of enabling busines-
ses to: 

• receive, in real time, certain, transparent and uniform information across the Region with
regard to the initiation of procedures required to build/modify buildings and systems for ope-
rating businesses;

• initiate with a single application all the procedures required to start a business;
• rely on the procedure being completed in a given time lapse and with the issuing of a single

authorization.

Progress
The following has been achieved: 

• the technological structure dedicated to cooperation on applications between IT systems  and
the relevant standards;

• the operational structure for administrative cooperation (technical working groups);
• regional assistance and support services for the business community and experts (website

of the SUAP, answers-by-the-expert services and updates, network of experts);
• census of proceedings and preparation of a Regional catalogue with a uniform classification;
• definition of Regional standards on contents (80% cutback on forms. Definition of simplified

procedures);
• regional database (basic version):  400 fact sheets on the main businesses operating in Tu-

scany; 100 fact sheets on the procedures of third bodies that intervene in the procedures.  

Results achieved
Type and number of individuals involved : Municipal SUAPs (276) - Chambers of Commerce (10)
- ASLs (11) - Provinces (10) - Fire Brigade (10) - Fine Arts Departments (3) - Business associations
- Professional Associations 

On 30/9/2011, DPR 160/2010 will come into force; the expected result is the availability of the elec-
tronic acceptance of SUAP applications/files and SUAP-ASL interoperability with total coverage
across the Region. 
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ENDOWMENT, NETWORKS AND INFRASTRUCTURE SERVICES

Progress
The following services have been activated:  infrastructural connections; standard and interchan-
ge system  services at the TIX service centre; coordinated management of e-gov services; coordi-
nation  of the projects on cooperation on applications; the infrastructure for cooperating on appli-
cations (CART)  has been deployed as well as the support services such as the help desk, training
of the staff on IT issues, development of experimental projects, and reuse of solutions developed
by the bodies. 
10 Provinces, 287 Municipalities, 14 Mountain Communities, 4 Unions of Municipalities, 16 ASLs
and Hospitals, 7 Universities and research centres as well as 11 other bodies have subscribed to the
system. 

Results achieved
Stable form of coordinating the regional system of local autonomies and cooperation of the system
with the other Bodies, both public and private, in matters having to do with e-government and the
IT society. The infrastructure for interconnecting the whole of the Tuscan PA has been activated,
for connecting it to the network and to the SPC (Public Network) and infrastructure for exchanging
data in cooperation on applications (CART) as part of SPCoop. The TIX services centre has been ac-
tivated. The Tuscan portion of the SPC (Public Network) and SPCoop systems has been activated. 

Tuscan Regional ICT  Network (RTRT), RTRT3. TIX and CART

JUSTICE

The Tuscan Region has been cooperating for quite some time with the judicial offices of Tuscany,
by making available the infrastructure and creating services. On 21 February 2008 the Tuscan Re-
gion signed an MoU with CNIPA and the Ministry of Justice which, by using the infrastructure built
by the Tuscan Region (CAR, TIX, ARPA, etc.), enables the Judicial Offices and Public Bodies to de-
liver electronic services to the professional world, to citizens and to businesses.  

The Electronic Office of the Clerk of the Court (https://webs.rete.toscana.it/cancelleriadistrettua-
le/) was set up as a result of collaboration between the Tuscan Region and the Court of Appeal of Flo-
rence; it is virtually a web application and consists of two sections with different  access modes . 

1. The first mode of access is public and can be used by citizens who have submitted an appli-
cation of voluntary jurisdiction to a judicial office; the system enables them to receive in-
formation electronically as to the state of progress of their proceeding, book a copy of the
Court Ruling and be informed via email when the Ruling is ready so that they can receive
their copy. 

2. The second is an access reserved to professionals who receive credentials for having full ac-
cess to the dossiers on which they are working. In particular, this application enables accre-

Electronic Clerck’s Office of the Court 
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Tuscan Region

dited lawyers to retrieve the dossiers registered in the roll of cases of all Court Offices, to send
and receive notifications from the Court Office, to retrieve the documents attached to the
dossiers under their remit and do searches of Rulings deposited with the Offices. Access to
the published Rulings is given also to all judges and people working in the judicial offices upon
their request. When a lawyer, a consulting expert or an official of the judicial office enter a
document (briefs, statements, rulings, expert witness statements) an email is sent to all tho-
se involved (lawyers, expert witnesses) informing them of the document that is now avai-
lable. 

The most important functions of the electronic Office of the Clerk of the Court are described be-
low.
Retrieving Dossiers: 

• For the Lower Courts, lawyers and expert witnesses can have access to the dossiers in their
remit with the list of measures and the briefs and deeds entered by the parties and by the
Office.  

• For the Court of Appeal, lawyers and the expert witnesses can have access to the dossiers
in their remit as occurs for the Lower Court but they can also read the general data of the
case that is before the Court of Appeal; they can also download the dossier with the docu-
ments of the Lower Court. The minutes of the hearings to which the parties have access are
immediately available to the parties;

Advantages: 
• no front office for providing information on proceedings; 
• no request for copies of the minutes of the hearings; 
• no adjournements (in the Court of Appeal) due to unavailability of the Lower Court Dossier.

Retrieval of Rulings
So far 89,000 documents have been stored of which 22,000 are Court Rulings.

• All users authorized by the Office can carry out text searches on Rulings 
• Court rulings can be searched by type of case by all users authorized by the Office

Advantages:
• the jurisprudence/case law of the whole District is available also to university professors

and research institutes. 

Lawyers and magistrates
• when the lawyer has access to the system he is presented with the list of dossiers that ha-

ve been updated recently by one of the players of the system, and with the list of upcoming
hearings;

• judges can know which cases have been assigned at each hearing, they can retrieve the do-
cuments, prepare measures (queries to the expert witnesses), all done from a remote termi-
nal;

• the Ruling issued by the Court of Appeal is automatically transmitted to the Lower Court who
drew up the Ruling of the case at hand;

Advantages: 
• the lawyers have immediate access to the updated dossiers also when they are away from their

office, the judges can study the cases without taking the dossiers of the proceedings home.
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• For the ayant droit: online request of copies of the documents and the Office can directly com-
municate with the applicant to agree on delivery; information about the stamp duties to be
paid. 

Advantages: no public in the Offices of the Clerk of the Court requesting copies and no uncertain-
ty as to the date of delivery.

Local PA
• electronic delivery of the decisions of the Inland Revenue, Association of Notaries and No-

tary District, Municipalities for registrations and records. Outcome of registration, assuring
that the Bodies belonging to the circuit fulfil their obligations, and electronic forwarding of
related dossiers to the Office;

• Integration of services issued by the local PA with the work done by the electronic Clerk’s
Office.

Advantages: 
• cutting back time required to disclose rulings, 
• 90% savings in the work of the copies office and relevant human resources, 
• 100% savings of the work done by drivers and messengers who deliver and pick up the de-

eds forwarded to external offices;  
• speed and confidentiality of confirmation of fulfilments; 
• 100% savings in paper required for photocopies, 
• real time forwarding of the documents. 

Progress
The participants in this project so far are the Court of Appeal of Florence, the Courts of Lucca, Pra-
to, Grosseto, Arezzo, Siena, Pistoia, Pisa and Massa-Carrara, the Juvenile Court of Florence, and
the Justice of the Peace of Florence.

Results achieved
As regards the electronic Clerk’s Office, 8000 out of the 12000 authorized lawyers have registered.
4000 lawyers are using the service on a daily basis. In 2009 there were 548,754 hits.
The documents stored consist of almost 89,000 documents of which 22,000 are court rulings. The
pilot project of the system using certified electronic mail enables the users to send notices (upda-
tes to the files, registration of court rulings, setting the dates of hearings …) to the recipients via
e-mail;  to date the notices that were e-mailed have totalled 7,151.

Impact
A customer-satisfaction questionnaire administered online with 3,440 respondents (lawyers), has
shown that:  

• the service is very useful for 87% of lawyers;  
• savings are achieved in terms of time (96%) rather than costs (4%);
• time is saved:  78% stated they have saved between 20% and 70% of time. 

An analysis carried out in the various judicial offices that have joined the project shows that the
trials are shorter by four months on average, 40% savings of paper and a 40% decrease in the num-
ber of people going to the front offices. Some offices have also found an average savings in human
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resources of about 33%. And finally lawyers can now exchange the deeds deposited with the ju-
dicial offices via email, all Court Rulings can be forwarded unabridged and authenticated copies
can be requested exclusively online. 

Tuscan Region
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99.0% (**) 6.076 3.4%

33.3% 0.0% 0.0%

55.9% 3.0% 14.8%

50.0% 100.0% 100.0%

100.0% 20.5% 1.1%

2.2% 98.9% 3.5%

78.3% Qualified 17,0%
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UMBRIA REGION
E-GOV IN A SNAPSHOT  IN THE UMBRIA REGION

(*)  at least online delivery of forms
(**) figures updated as at 15 December 2010 provided by the Region



Umbria Region

E-GOV IN THE UMBRIA REGION

RELATIONSHIP BETWEEN CITIZENS AND PA 

PEC present on the IPA

PEC not present on the IPA but present on the web site

PEC not present

PEC in Municipalities (available / number- Municipalities)

Source: DigitPA (July  2010)
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HEALTH

• Electronic Health Record (state of implementation across the Region – ASL)

• Online reservation of health services (state of implementation across the Region
– ASL/AO)

Electronic Health Record present or being tested on
citizens
Electronic Health Record not present or being tested
without direct involvement of citizens

Reservations on websites 
of Local Health Units

Online reservation of health services 
available
Online reservation of health services 
not available

Online reservation of health services 
available
Online reservation of health services 
not available

Reservations on websites 
of Hospitals

2010 e-Gov Report. Italy

D I G I T A L  A G E N D A  I T A L I A | 277

Source: Osservatorio Piattaforme – Between, October 2010

Source: Between, survey with the Regional e-health directors (October 2010) + additional information gathered
through CISIS



Umbria Region

Full transaction (also online delivery of application)

Also access to databases  (online database of proceedings and/or tracking of
the dossier being processed)

Information and downloading of forms

Service not available

• SUAP - One-stop shop for businesses online in Capital towns  (presence and de-
gree of interactivity of SUAP - capital towns of Provinces)

Source: Osservatorio Piattaforme – Between, July  2010

SERVICES FOR BUSINESSES
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INFOMOBILITY 

• Public transport online travel planning  in Capital towns  
(available - capital town of Province)  

Source: Osservatorio Piattaforme – Between, October 2010

Service available on the portal of the local public tran-
sport company
Service not present on the Municipal portal, but a Regional
service is available

Service not available

Source:  Data processed by Ministry for Economic Development – Communications Department

Broadband

Broadband  (only wireless)

Digital divide

FIXED AND MOBILE BROADBAND COVERAGE

Regional data (06/2010)
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Umbria Region

THE PROJECTS 

Cooperation-on-applications services for Citizens and Businesses

RELATIONSHIP BETWEEN CITIZENS AND PUBLIC ADMINISTRATION

Description of the Project
The project concerns the implementation of some services that exploit the basic infrastructure set
up by the Umbria Region (Services Centre for cooperation on applications and Management Sy-
stem of Federated Identities) addressed to citizens and businesses. In this case the general theme
concerns the e-government services developed and deployed by the Umbria Region.
In particular, the services presented are the following: 

• Online publication of the list of papers issued by the Municipality to be served to citizens;
• Viewing the Population Registry data of individual citizens of the Municipality of residence; 
• Viewing the procurement orders and invoices by businesses that do work for the Municipa-

lity;
• Submission of applications for construction permits related to the Piano Casa (Home Refur-

bishing Plan). 

The services mentioned above can be used by all the Municipalities of the Umbria Region through
the Cooperation-on-Applications and Management-of-Federated-Identities Platform.

The services provided help fully understand the advantages of the systems for cooperation on appli-
cations and the automatic interaction among the various platforms developed over the years, highli-
ghting the soundness of the strategy adopted by the Administration in the area of e-gov investments. 
These applications reflect the whole process underlying the accomplishment of e-gov services for
citizens and businesses. In particular, we now have a comprehensive view of the various elements
as occurs with a rather complex puzzle whose pieces fall in place: namely the systems for coope-
rating on applications (domain ports, services agreements, SPC – Public Network connection….),
authentication systems and federated identity systems which includes not only the technical aspects
but also the organizational aspects (how users can register with the services, the modalities for being
identified, privacy aspects in the management of user data …), and connections with the backend
of each Municipality which has its own applications and databases.

As regards the “Piano Casa” (Home refurbishing Plan) a project has been implemented which al-
lows professionals and users to submit applications for construction permits online for any work
they need to do which comes under the “Piano Casa”.

In transposing the national law, the Umbria Region has issued Law n° 13 which requires that the
“Piano Casa” applications must be submitted electronically. 

In order to comply with this rule various components have been set up.
In particular, with the first e-gov notice, the Umbria Region had set up an IT system for the ma-
nagement of town-planning-related files called VBG and installed in all the Municipalities. 
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The activity carried out was that of connecting this system to the platform for the management
of federated identities so as to ensure automatic interoperability between professionals and the
competent administration. 

Progress
The services have all been set up and made available to all the Municipalities of the Region. 

Expected / achieved results
The results concern the fact of offering added-value services online to citizens and businesses which
up to yesterday were delivered only by going to the front office of each Municipality.

In addition to that, with the “Piano Casa” service, an attempt was made to rationalize the applications
for construction permits, keep track of all the documents requested by the Municipality and identi-
fy a sort of common procedure for submitting applications, helping out in filling in the construction
permit forms and finally make a front desk of the Municipality available 24/7 holidays included.

TECHNOLOGICAL ENDOWMENT, NETWORKS AND 
INFRASTRUCTURAL SERVICES

Description of the Project
The creation of infrastructure for interoperability and Regional cooperation on applications and for the
management of federated identities lie at the heart of the future Regional and inter-Regional projects.

Indeed having adopted solutions that comply with national standards, the Umbria Region is capable of
interacting according to the technical SPC/SPCOop rules with the other Regions and Central Admini-
strations, besides being able to offer value-added services to the Local Bodies, citizens and businesses.   

In particular, a Service Centre for cooperation on applications of the Umbria Region has been set up by
implementing and disseminating the various Domain Ports, an Events Manager and a Register of Ser-
vices.

Moreover, as regards the federated identity systems, a platform has been created for the management
of authentication, identity and roles from a federated viewpoint among the various bodies of the Re-
gion and with a view to inter-Regional connections within the ICAR platform. 

Progress
Both infrastructure projects have been completed and production of some of the services is
currently under way. Moreover, the Regional port and the NICA port have qualified with the
national SICA and the Domain Ports have been deployed across all Municipalities, the ASLs
and Hospitals of the Region. 

Enabling infrastructural projects: Services Centre of the Umbria Region for Coo-
peration on applications (CA-Umbria) and Regional Infrastructure for the Fede-
rated Management of Digital Identity and Authentication (FED-Umbria)
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Umbria Region

Description of the Project
Within the framework of the ERDF ROP and of the operational programme cofinanced with na-
tional funds (PAR FAS), the system allows users to interact with the Umbria Region to view and
update personal data and the data of the Bodies represented and download forms. The system pro-
vides for the electronic exchange of data and hence a more rapid and simplified data management
process. Moreover, the portal is at the same time a useful instrument for the regional administra-
tion and in particular for the control bodies for validating expenditure and verifying the state of
progress of the projects and their physiical, economic and financial status.

By using the Regional federated identity platform (FED-Umbria), the beneficiaries of activities co-
funded by the Public Administration can have access to the SMG-QSN portal to carry out the main
operations related to the administrative and financial management of the projects.

Progress
The system is fully operational. 

Expected/achieved results
The project is part of the effort for innovating businesses and its goal is to facilitate relationships
with the Umbria Region. 

SERVICES FOR BUSINESSES

IT Monitoring and Management System of EC Tenders (SMG-QSN)

Expected / achieved results (with quantitative impact data where available)
The goals of the project that have been achieved are the diffusion of cooperation on applications and of
instruments for identifying individuals in all Local Bodies of the Umbria Region so that additional and
more efficient services for citizens and businesses can be implemented in acordance with national ICT
standards. 

By complying with the cooperation on applications rule it has been found that also the communications
among different PA have become clearer and more structured. 



40.5% (**) 8.886 12.2%

n.a. 0.0% 0.0%

66.6% 5.3% 17,1%

40.0% 44.2% 60.0%

95.1% 17,5% 3.0%

3.5% 89.8% 7,7%

75.6% Qualified 10.0%
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MARCHE REGION
E-GOV IN A SNAPSHOT  IN THE MARCHE REGION

(*)at least online submission of forms
(**) figures updated as at 15 December 2010 provided by the Region 



Marche Region

E-GOV IN THE MARCHE REGION

RELATIONSHIP BETWEEN CITIZENS AND PA  

PEC present on the IPA

PEC not present on the IPA but present on the web site

PEC not presente

PEC in Municipalities (available / number- Municipalities)

Source: DigitPA (July  2010)
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HEALTH

Source: Between, survey with the Regional e-health directors (October 2010) + additional information gathered
through CISIS

Source: Osservatorio Piattaforme – Between, October 2010

• Electronic Health Record (state of implementation across the Region – ASL)

• Online reservation of health services (state of implementation across the Region
– ASL/AO)

Electronic Health Record present or being tested on
citizens
Electronic Health Record not present or being tested
without direct involvement of citizens

Reservations on websites 
of Local Health Units

Online reservation of health services available

Online reservation of health services 
not available

Online reservation of health services available

Online reservation of health services 
not available

Reservations on websites 
of Hospitals
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Full transaction (also online delivery of application)
Also access to databases  (online database of proceedings and/or tracking
of the dossier being processed)

Information and downloading of forms

Service not available 

• SUAP - One-stop shop for businesses online in Capital towns  (presence and de-
gree of interactivity of SUAP - capital towns of Provinces)

Source: Osservatorio Piattaforme – Between, July  2010

SERVICES FOR BUSINESSES
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Marche Region



INFOMOBILITY 

• Public transport online travel planning  in Capital towns  
(available - capital town of Province)  

Source: Osservatorio Piattaforme – Between, October 2010

Service available on the portal of the local public tran-
sport company
Service not present on the Municipal portal, but a Regional
service is available

Service not available

FIXED AND MOBILE BROADBAND COVERAGE

Regional data (06/2010)

Broadband

Broadband  (only wireless)

Digital divide

Source:  Data processed by Ministry for Economic Development – Communications Department
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Marche Region

THE PROJECTS 

The Raffaello Portal

RELATIONSHIP BETWEEN CITIZENS AND PUBLIC ADMINISTRATION

Description of the Project
The aim of the project is to create for users and businesses a web channel providing access to the
services offered by the Bodies (Region, Provinces, Municipalities, Mountain Communities, Union
of Municipalities, Universities) of the Marche Region and catalogued in the UDDI register of the
Marche Region. In practice, starting from a series of data, required for implementing the service
and catalogued in the UDDI, the portal is capable of processing the data and grouping the infor-
mation into high level services that the citizens can use.  The goal of the project is to highlight the
benefits deriving from an appropriate use of web-based technology through integration with the
UDDI. Thanks to this technology, developers have the possibility of simply and quickly finding and
reusing the Web services that are already available in the network and the IT administrators are
capable of cataloguing and managing the programming resources of the network. The aim of all
this is to disseminate the most reliable and intelligent online services delivery applications for ci-
tizens and businesses. 

The Raffaello Portal uses the technological infrastructure that the Marche Region has developed
for attributing digital citizenship to citizens. Through their Raffaello Card (Regional NSC) citizens
have access to the “Cohesion” regional authentication framework; by having access to the compe-
tent back-offices, they can use the service and through the Raffaello Card they can use digital si-
gnature on electronic documents and send them through their PEC address to the recipient Body. 
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Description of the Project
The goal of the Plan is to eliminate the infrastructural digital divide by offering broadband con-
nection to the whole of the population in two stages, namely:
• Eliminate the first generation digital divide (basic broadband services) by 2010;
• Eliminate the second generation digital divide (advanced broadband services with speeds

up to 20 Mbit/s) by 2012.

The two goals are interrelated as the first intends to give an immediate response to the requests
from areas which are currently deprived of broadband connection, while the latter  intends to
create long-term conditions so that the benefits of the digital economy may be fully enjoyed by
all citizens and businesses operating in the Region. The Regional ICT Plan envisages three lines
of action in view of achieving the two abovementioned goals: 
• Set up fibre optic backbones and distribution networks to the underserved areas;
• Financial incentives to private operators in  areas where there is no interest for the latter to

invest (or with market failure);
• Set up broadband networks in marginal areas of the Region

The first action (A), functional to the subsequent two actions, intends to endow the Region with
basic fibre optic infrastructure so as to support the development of broadband networks irrespec-
tive of the technology used by the operators. In this manner the Region intends to bridge the ba-
sic infrastrucutal gap that puts the marginal areas of the Region at a disadvantage.

With the second action (B), the Regional Administration intends to support the operators of
the sector, in full compliance with the EU rules on State aid, so as to offer broadband servi-
ces in the areas where there are no conditions for the economic sustainability of private in-
vestments.

The third action (C) is aimed at meeting the needs of the more marginal territories of the Region
where the lie of the land and the economic conditions make it particularly complex to set up ICT
infrastructure.  In such contexts it is deemed that public intervention should support investments
for the creation of a network providing access, and then outsource the management of the net-
work to a private organization.
The financial sources for the three actions of the Regional ICT Plan are indicated below:
• Action A, for a total value of € 38,639,500 from MISE funds, from the 2007-2013 Marche

ERDF ROP and from the 2007-2013 Marche FAS funds;
• Action B for a total value of € 2,900,000 from the 2007-2013 Marche ERDF ROP fund; 
• Action C for a total value of 4,560,000 from the Marche ERDF ROP fund and from provin-

cial funds;

BROADBAND INFRASTRUCTURE COVERAGE

Regional Electronic Broadband Development Plan to bridge 
the Digital Divide
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Marche Region

SERVICES FOR BUSINESSES 

Description of the Project
The Regional Agriculture IT system (SIAR) envisages the IT management of Calls for Proposals for
Funding Projects and of applications. The aim of the project is to rationalize the processing of “EU
aid to farms” ensuring shared and uniform rules and operational instruments.

Through SIAR, farmers can download the applications for grants from the website that publishes
the Calls for the implementation of the rural development plan of the Marche Region and imple-
ments the back office functions that are required to process the paperwork relative to the appli-
cations for aid (receipt, admissibility, assessment, etc.). 
The players in the system are the officials and decision-makers of the Public Administration as well
as external users requesting aid or their technical intermediaries. 

• The applicant (or intemediary) fills in the application on the Regional Portal, signs it with
digital signature and the SIAR registers the application in the book of incoming mail and then
takes care of the processing of each application through to final reporting.

• The Regional official in charge records the outcome of the administrative and technical checks
carried out on the SIAR application and completes the IT check-list that must bear the use-
r’s digital signature.

Through the SIAR, the Marche Region implements full integration at regional level with the Ve-

Regional Agriculture IT System (SIAR)

Expected / achieved results
Action A: “Creation of fibre optic backbones and distribution networks in underserved areas” 
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Total actions

Detailed designs

Current work sites 

Completed work sites 

Km of fibre laid so far 

Proportion of fibre laid so far out of total 

Proportion of work sites completed out of total

Proportion of businesses affected by actions of the ICT Plan out of total
regional businesses (gross coverage)

Proportion of businesses located in worksites concluded out of 
total busineses involved in all actions under the ICT Plan (gross
coverage)

Proportion of resident population served by the actions of the ICT Plan
out of total population of the Region (gross coverage)

Proportion of resident population located in completed 
worksites out of total actions of the ICT Plan 
(gross coverage)

new 
infrastructure to be laid



terinary and Food Regional System (SIVA) (livestock population) and with the Farm Users and Ve-
hicles system (UMA). Integration is being developed also between the Regional and National con-
texts supporting interoperability with the National Agricultural IT System (SIAN) and the Natio-
nal Register of Companies. 

An additional goal of the project is to diffuse the use of instruments for registration of incoming
mail and for filing in the archives as envisaged by the Marche Region (folder, file, file index) and
support the distribution to all the players in the system of the regional NSC, called Raffaello Card,
containing the digital authentication certificate and qualified digital signature. Finally through the
SIAR new approaches to work are distributed using adequate communication,information and trai-
ning instruments (help-desk, workshops, thematic seminars, demonstration sessions). 

Expected / achieved results
About 20 Calls have been published through SIAR, and 200 applications for aid for a total amount
of € 250 million have been processed.  85 lists of payment with 449 applications have been forwar-
ded to AGEA – Paying body, for a total amount of € 34 million. 25,000 Raffaello Cards have been
issued. On 1 April 2010 a new function was released to manage the organic farms of Marche and
256  farms sent 294 organic notifications of which 94 were first timers while 200 were variations. 
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24.9% 55.952 7,6%

12.5% 0.0% 65.4%

54.2% 5.1% 7,4%

40.0% 90.8% 40.0%

88.5% 23.3% 1.4%

1.9% 88.9% 4.0%

70.5% Not yet qualified 6.2%

LAZIO REGION  
E-GOV IN A SNAPSHOT  IN THE LAZIO REGION  

(*) at least online delivery of forms
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Lazio Region  

L’E-GOV IN PILLOLE NELLA REGIONE LAZIO

E-GOV IN THE LAZIO REGION 

PEC present on the IPA

PEC not present on the IPA but present on the web site

PEC not present

Relationship between citizens and PA PEC in Municipalities (available / number-
Municipalities)

Source: DigitPA (July  2010)
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HEALTH

• Electronic Health Record (state of implementation across the Region – ASL)

• Online reservation of health services (state of implementation across the Region
– ASL/AO)

Electronic Health Record present or being 
tested on citizens

Electronic Health Record not present or being tested
without direct involvement of citizens

Reservations on websites 
of Local Health Units

Online reservation of health services available

Online reservation of health services not available

Online reservation of health services available 

Online reservation of health services not available

Reservations on websites of Hospitals

Source: Between, survey with the Regional e-health directors (October 2010) + additional information gathered
through CISIS
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Source: Osservatorio Piattaforme – Between, October 2010
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Lazio Region  

Full transaction (also online delivery of application)
Also access to databases  (online database of proceedings and/or trac-
king of the dossier being processed) 

Information and downloading of forms

Service not available 

• SUAP - One-stop shop for businesses online in Capital towns  (presence and 
degree of interactivity of SUAP - capital towns of Provinces) 

Source: Osservatorio Piattaforme – Between, July  2010

SERVICES FOR BUSINESSES
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INFOMOBILITY 

• Public transport online travel planning  in Capital towns  
(available - capital town of Province)  

Source: Osservatorio Piattaforme – Between, October 2010

Service available on the portal of the local public 
transport company
Service not present on the Municipal portal, but 
a Regional service is available

Service not available

Regional data (06/2010)

FIXED AND MOBILE BROADBAND COVERAGE 

Broadband

Broadband  (only wireless)

Digital divide

Source:  Data processed by Ministry for Economic Development – Communications Department



Lazio Region  

THE PROJECTS 

Introduction of Certified Electronic Mail in the Incoming Mail Registers of the
Lazio Region Departments

RELATIONSHIP BETWEEN CITIZENS AND PUBLIC ADMINISTRATION

Description of the Project
In order to facilitate the interaction between citizens and the PA, and in pursuance of Leg. Decree
82/2005, the Lazio Region has provided the four incoming mail registration offices of its departments
with a Certified Electronic Mail address.

Progress
After a careful analysis of the impact of the PEC on its organizational structures, carried out by
an ad hoc working group, a document on the internal organization of the offices was drawn up as
well as a manual for citizens instructing them how to use PEC.
The project was completed on 02/04/2010 and after completing the scheduled mandatory admi-
nistrative procedure for approval by the Regional Government of the documentation produced by
the working group and provision by the inhouse company LAitS.p.A. of all that was needed to ma-
ke the four PEC addresses operational, starting from 01/08/2010 the Lazio Region made available
the Certified Electronic Mail addresses to its citizens by publishing them on the institutional web-
site of the Lazio Region. 

Expected / achieved results
The adoption of PEC will enable citizens to send applications, documents, submit applications for
taking part in recruiting procedures and so on through this practical and user-friendly electronic
medium, thus improving interaction with the Public Administration. 

SERVICES FOR BUSINESSES

Description of the Project
The aim of the project is to produce a single central certified registry (data of the Chamber of Com-
merce) containing data on the businesses based in Lazio so as to streamline the administrative and
regional procedures and the relationships with the local bodies.

Progress
The system is in operation since 2005. Starting from 2007 there is also a section called “Map of Bu-
sinesses” that shows the geographic location of businesses in the Lazio Region.

SIRIL
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BROADBAND INFRASTRUCTURE COVERAGE

Description of the Project
The project aims at bridging the digital divide by adding fibre optics to 102 telephone branch ex-
changes that are present in the Region, each of which, once linked through fibre optics and endo-
wed with adequate terminals, will make it possible to deliver broadband connection services to
the users linked to those exchanges. 

Progress
So far 24 branch exchanges have been equipped with fibre optics out of the 102 envisaged in the
programme. Works are to be completed by mid-2011.

Expected / achieved results (with quantitative impact data where available)
The purpose of the project is to make available broadband connection services to some 340,000 ci-
tizens in Lazio who at the present time are not connected. 

Development of broadband in the Lazio Region
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20.3% 9.208 6.5%

25.0% 0.0% 25.0%

58.0% 2.7% 10.9%

100.0% 0.0% 0.0%

90.9% 16.7% 0.4%

0.7% 91.5% 2.1%

69.1% Not yet qualified 12.8%

ABRUZZO REGION
E-GOV IN A SNAPSHOT  IN THE ABRUZZO REGION 

(*) at least online delivery of forms
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Abruzzo Region

E-GOV IN THE ABRUZZO REGION

RELATIONSHIP BETWEEN CITIZENS AND PA 

PEC present on the IPA

PEC not present on the IPA but present on the web site

PEC not present

PEC in Municipalities (available / number- Municipalities) 

Source: DigitPA (July  2010)
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HEALTH

• Electronic Health Record (state of implementation across the Region – ASL)

• Online reservation of health services (state of implementation across the Region
– ASL/AO)

Electronic Health Record present or being 
tested on citizens
Electronic Health Record not present or being 
tested without direct involvement of citizens

Reservations on websites 
of Local Health Units

Online reservation of health services available

Online reservation of health services not available

Online reservation of health services available

Online reservation of health services not available

Reservations on websites of Hospitals

Source: Osservatorio Piattaforme – Between, October 2010

Source: Between, survey with the Regional e-health directors (October 2010) + additional information gathered
through CISIS
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Abruzzo Region

Full transaction (also online delivery of application)
Also access to databases  (online database of proceedings and/or tracking of
the dossier being processed)

Information and downloading of forms

Service not available

• SUAP - One-stop shop for businesses online in Capital towns  (presence and 
degree of interactivity of SUAP - capital towns of Provinces)

Source: Osservatorio Piattaforme – Between, July  2010

SERVICES FOR BUSINESSES
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INFOMOBILITY 

• Public transport online travel planning  in Capital towns  
(available - capital town of Province)  

Source: Osservatorio Piattaforme – Between, October 2010

Service available on the portal of the local public 
transport company

Service not present on the Municipal portal, but 
a Regional service is available

Service not available

Source:  Data processed by Ministry for Economic Development – Communications Department

Broadband

Broadband  (only wireless)

Digital divide

FIXED AND MOBILE BROADBAND COVERAGE

Regional data (06/2010)
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Abruzzo Region

THE PROJECTS 

Network of General Practitioners

HEALTH

Description of the Project
The “Network of General Practitioners” seeks to accomplish, through appropriate techno-
logical infrastructure, an integrated system of functions and services for doctors and pae-
diatricians of choice who operate in the Abruzzo Region both individually and associated
in Local Primary Care Units or in any other type of association.

The primary goal of the project is to enable the delivery of a broad range of electronic ser-
vices to be delivered by most medical facilities, at the district level (primary care offices,
home care centres, district general units and hospitals, hospices, mental health centres, fa-
mily planning and social service units of the Municipalities). 

As a result of the project, medical primary care services can be integrated with the activi-
ties and services provided by the local health facilities and hospitals.
The name “Network of General Practitioners” does not refer to the creation of a geographic
network but to IT integration system inclusive of the hardware infrastructure and of all the
health activities that involve the patients and the typical operational activities carried out
by General Practitioners so as to have a comprehensive and constantly updated view of the
diagnostic and therapeutic evolution of each patient. 
The “Network of General Practitioners” project seeks to create a network of GPs and pae-
diatricians of free choice with the ASLs of the Abruzzo Region by setting up an architectu-
ral model aimed at achieving an IT system which, consistently with the strategies of the Re-
gion, may:
• integrate GPs and Paediatricians of free choice with the local health facilities;
• improve efficiency in delivering primary care to citizens;
• facilitate the continuity of the care-delivery process;
• give momentum to the synergies between the GPs and the community.  

The resulting IT system will therefore have to have not only a technological significance,
but being part of the operational context, it will have to ensure the necessary IT support in
implementing the new modes of exchange and interoperability of the players involved in the
management of health processes in the Abruzzo Region so as to:
• speed up the process for defining the health conditions of patients by removing all the

stumbling blocks;
• ensure continuity of care through programs coordinating hospitals with local care ser-

vices;
• improve the delivery of primary care and in general improve the diagnosis and treat-

ment process.
From a technical and functional point of view it is possible to activate functions for publi-
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shing and accessing structured clinical data by local health services, such as hospitals and
healthcare services. These functions will consist in:
• sharing data from patient records;
• immediate availability of presciptions and related information (disorders, medical re-

ports);
• facilitating patient access to services;
• the availability of an extensive reporting system capable of raising the level of knowled-

ge about specific epidemiological factors.

BROADBAND INFRASTRCTURE COVERAGE

Description of the Project
The broadband network designed and set up by the Abruzzo Region is a multilevel and mul-
ti-technology infrastructure aimed at offering added-value applications and services to the
local public administration of the Abruzzo Region. The project consists of a broadband ICT
infrastructure and the relevant network management centre.
In order to meet the estimated traffic requirements of e-government and security applications,
while providing at the same time a solution capable of enabling the implementation of fur-
ther applications and services, a three-tier network architecture was defined. 
1. A backbone level consisting of a fibre optic ring /radio relay in DWDM/SDH technology
2. A distribution level set up with SDH/PDH radio  polygons or in Hiperplan/2
3. An access level achieved with point-multipoint broadband wireless coverage techniques

Ring-shaped structures, both as regards the fibre transport component and the distribution
component, make it possible to achieve a double access for each of the sites /areas involved.
Double access is to be taken as an alternative routing opportunity in case of failure in the main
connection and as a means for simultaneous distribution of traffic along alternative routes.
The distribution rings extend out from the PoP of the backbone ring through Add&Drop fun-
ctions.

Where possible and desirable, the PoP of the distribution network will be co-located with the
terminal sites (Municipalities, sensitive areas); in all other cases the terminal sites will ac-
cess the network through broadband wireless point-multipoint sytems   (or on the basis of spe-
cific needs due to the lie of the land through point-to-point wireless solutions). The PMP Ba-
sic Radio Stations will in line of principle be co-located in the PoPs of the distribution network
or linked to the latter through point-to-point solutions.

The fibre optic transport network will be acquired in such a way as to be functional both to
the needs of the Municipalities in the Province and to such applications as area monitoring
and control.
To minimize time and implementation costs there will be no new infrastructure works except

Braodband Infrastructure
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Abruzzo Region

for the works required to set up the sites. The fibre optic network already laid is expected to
be used.

The Primary Network Management Centre will be established at the operative site of the
Abruzzo Region in L’Aquila while the backup centre will be set up on the premises of the Re-
gional Agency for ICT in Tortoreto. This will ensure efficiency and the correct operation of the
network as well as security within the network.

The network is currently in its final stage of implementation in the Province of L’Aquila and
the backbone ring has already been completed. Implementation in the remaining three Pro-
vinces will be completed with financial contributions from the FAS Programme for which ap-
proval by CIPE is pending. 
The main operational functions are: 
• Fault Management;
• Configuration Management;
• Performance Management;
• Security Management.
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35.3% 2.089 8.7%

n.a. 34.0% 0.0%

52.9% 5.3% 19.3%

100.0% 0.0% 50.0%

97,1% 17,0% 0.0%

6.0% 67,6% 3.2%

64.4% Not yet qualified 34.6%

MOLISE REGION
E-GOV IN A SNAPSHOT  IN THE MOLISE REGION

(*) at least online delivery of forms
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PEC in Municipalities (available / number- Municipalities)

PEC present on the IPA

PEC not present on the IPA but present on the web site

PEC not present

Molise Region

E-GOV IN THE MOLISE REGION

RELATIONSHIP BETWEEN CITIZENS AND PA 

Source: DigitPA (July  2010)
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HEALTH

• Electronic Health Record (state of implementation across the Region – ASL)

Electronic Health Record present or
being tested on citizens

Electronic Health Record not present
or being tested without direct involve-
ment of citizens

Source: Between, survey with the Regional e-health directors (October 2010) + additional information gathered
through CISIS

• Online reservation of health services (state of implementation across the Region
– ASL/AO)

Reservations on websites 
of Local Health Units

Online reservation of health services available

Online reservation of health services 
not available

Online reservation of health services available

Online reservation of health services 
not available

Reservations on websites 
of Hospitals

Source: Osservatorio Piattaforme – Between, October 2010
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Molise Region

• SUAP - One-stop shop for businesses online in Capital towns  (presence and 
degree of interactivity of SUAP - capital towns of Provinces)

Source: Osservatorio Piattaforme – Between, July  2010

SERVICES FOR BUSINESSES

Full transaction (also online delivery of
application)

Also access to databases  (online databa-
se of proceedings and/or tracking of the
dossier being processed)

Information and downloading 
of forms

Service not available

• Public transport online travel planning  in Capital towns  
(available - capital town of Province)  

Source: Osservatorio Piattaforme – Between, October 2010

INFOMOBILITY 

Service available on the portal of the
local public transport company

Service not present on the Municipal por-
tal, but a Regional service is available

Service not available
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Regional data (06/2010)

FIXED AND MOBILE BROADBAND COVERAGE

Broadband

Broadband  (only wireless)

Digital divide

Source:  Data processed by Ministry for Economic Development – Communications Department
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Molise Region

THE PROJECTS 

CAPSDA – Centre for Public Access to Advanced Digital Services 

RELATIONSHIP BETWEEN CITIZENS AND PUBLIC ADMINISTRATION

Description of the Project
Setting up public access centres located on the premises of Mountain Communities

Progress
The project has been completed

Expected / achieved results
10 access centres have been set up for a total of 48 workstations

SCHOOLS AND UNIVERSITIES

Description of the Project
Multimedia teaching rooms and use of e-learning functions to expand services and improve tea-
ching efficacy

Progress
Concluded

Expected / achieved results
22 multimedia rooms have been equipped in schools of different levels and degrees

ISSD - Implementation of teaching instruments and grants 

Description of the Project
The aim of the intervention is to ensure access for citizens to the justice-related services through
a widespread network of physical and virtual “front desks” capable of eliminating or reducing to
a minimum travelling, costs and time currently required to obtain certificates or documents nor-
mally issued by the Judicial Administration. The implementation of the IRESUD Project in the Mo-
lise Region contributes to bridging the preexisting gap with respect to the more advanced expe-
riences and constitutes the basis on which judicial offices connected together in a network can pro-
vide the necessary services to the citizens involved. 

JUSTICE

IRESud Molise
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Progress
About to be completed

Expected/achieved results
Setting up and operation of all the LAN networks aimed at facilitating communication within the
premises of the Justices of the Peace (25) and of the decentralized offices of the Justice Building
of Campobasso.
Implementation of services for the citizens (requests for certificates – the PASS project).
Establishment of a Contact Center. 
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47,7% 38.963 6.1%

5.0% 0.0% 13.6%

42.4% 5.1% 9.5%

60.0% 100.0% 0.0%

92.9% 15.0% 1.5%

1.0% 89.8% 2.5%

69.8% Qualified 5.8%
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Campania Region
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E-GOV IN THE CAMPANIA REGION

RELATIONSHIP BETWEEN CITIZENS AND PA 

PEC present on the IPA

PEC not present on the IPA but present on the web site

PEC not present

PEC in Municipalities (available / number- Municipalities)

Source: DigitPA (July  2010)



HEALTH

• Electronic Health Record (state of implementation across the Region – ASL)

• Online reservation of health services (state of implementation across the Region
– ASL/AO)

Electronic Health Record present or being 
tested on citizens

Electronic Health Record not present or being 
tested without direct involvement of citizens

Reservations on websites 
of Local Health Units

Online reservation of health services available

Online reservation of health services not available

Online reservation of health services available

Online reservation of health services not available

Reservations on websites 
of Hospitals

2010 e-Gov Report. Italy

D I G I T A L  A G E N D A  I T A L I A | 319

Source: Between, survey with the Regional e-health directors (October 2010) + additional information gathered
through CISIS

Source: Osservatorio Piattaforme – Between, October 2010



Campania Region
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Full transaction (also online delivery of application)
Also access to databases  (online database of proceedings and/or tracking
of the dossier being processed)

Information and downloading of forms

Service not available 

• SUAP - One-stop shop for businesses online in Capital towns  (presence and 
degree of interactivity of SUAP - capital towns of Provinces)

Source: Osservatorio Piattaforme – Between, July  2010

SERVICES FOR BUSINESSES
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INFOMOBILITY 

• Public transport online travel planning  in Capital towns  
(available - capital town of Province)  

Source: Osservatorio Piattaforme – Between, October 2010

Service available on the portal of the local public 
transport company
Service not present on the Municipal portal, but a Regional
service is available

Service not available

Regional data (06/2010)

FIXED AND MOBILE BROADBAND COVERAGE

Broadband

Broadband  (only wireless)

Digital divide

Source:  Data processed by Ministry for Economic Development – Communications Department



Campania Region

THE PROJECTS 

Network of General Practitioners / Paediatricians of Free Choice

HEALTH

Description of the Project
Within the framework of the Regional Strategy for the rationalization of IT Health Systems, in agree-
ment with the Electronic Health Policy and with a view to the development of services according
to the SPICCA model (Campania Public cooperation on applications System), the “Network of GPs
/ Paediatricians of Free Choice” project was designed to accomplish two goals:

• Ensure the design, implementation and diffusion of a national federated infrastructure de-
signed to create the Electronic Health Record (EHR).

• Ensure integration of GPs and Paediatricians of Free Choice with the health workers in the
local facilities through the digitization of the prescription cycle (identification of workers and
patients, electronic prescription, reservation, digital medical reports, etc.) and the implemen-
tation of instruments supporting the continuity of care (e.g. patient summary). 

In a nutshell the system that implements the GPs/PFC network ensures the following applications
services:

• Specialized,  Pharmaceutical, Admissions and Prescription Services;
• Authentication, Identification and Authorization of Patients services;
• Authentication, Identification and Authorization of Workers services;
• Services for the Selection and Annulment of doctors;
• Services for issuing health documents: Patient Summary; Certified Medical Report, Sickness

certificate I.N.P.S./I.N.P.D.A.P.
• Service for Notification of hospitalization events (admission, transfer and discharge);
• Services for Retrieving the Electronic Health Record;
• Single portal providing access to the Services by role: Patient, GP/PFC, Pharmacist, Physi-

cian ensuring continuity of care, Health workers (ASL).

The infrastructure that was created through this project was deployed across the facilities taking
part in the test by:

• operating the company document repository, which ensures the storage of data that are fun-
ctional to the implemented applications services

• deployment of the software components that ensure the operation of the application servi-
ces and, through cooperation on applications they ensure the sharing of the data among all
the facilities. 

At the present time all the above mentioned services are ready to be made available to citizens and
physicians once the inspection testing, conducted on 29/10/2010, is approved. Operation in the next
few months includes the involvement, in line with the goal of the test of the infrastructure built
through the project of the following “players”: 7 Districts relative to 3 ASLs, 142 GPs, 16 PFC, 35
First-Aid posts, 135 Service delivery points (medical offices and laboratories).
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TECHNOLOGICAL ENDOWMENT, NETWORKS AND 
INFRASTRUCTURAL SERVICES

Description of the Project
The SPICCA model defined by the Campania Region, in compliance with the activities being car-
ried out at national level and first and foremost within thte SPCoop and the ICAR project (through
the participation in the technical committees promoted by CNIPA and CISIS on this issue), is ba-
sed on the implementation of distributed applications that ensure interaction of the network ser-
vices delivered by the various Public Administrations having predefined levels of quality, securi-
ty and reliability. The “Regional System for cooperation on applications in Safety” achieved by the
Campania Region has put the SPICCA model into practice by setting up the infrastructural servi-
ces required and demonstrating their feasibility thanks to the implementation of the Regional Sin-
gle Booking Centre for hospital services  (CUPReg).
The creation of infrastructure for implementing the SPICCA model has given the Campania Region,
and more in general all the Campania public Administrations, the availability of a set of applica-
tions which comprehensively guarantee the necessary infrastructure and basic services – Domain
Port for the Campania Region, Registry of Service Agreements, components for the Management
of Federated Identities, Monitoring of the Service Agreement Levels, etc. – for implementing IT so-
lutions based on interoperability and cooperation on applications among the different Public Ad-
ministrations of Campania. The distinctive features of the SPICCA infrastructure are:

• Conformity with the CNIPA specifications on cooperation on applications
• Use of Open Source solutions
• Use of “Open” standards

As far as the implementation of the SPICCA infrastructure is concerned, the project has been com-
pleted and the goals of the Administration of securing the technological infrastructrure enabling
cooperation on applications among the Local Public Administrations has been fully achieved as de-
monstrated by the: 

• qualification of the SPICCA PDD as at July 2009 in full compliance with the procedures of
the SPCoop system;

• issuing of technical rules to use the SPICCA infrastructure for the implementation of servi-
ces among the Local Public Administrations

We would like to point out that the Campania Region, aware of the need to ensure the constant up-
date of the infrastructure enabling cooperation on applications, will ensure the evolution of the
facilities achieved so far as advances and upgrades are made in the SPCoop system.

Regional System for Cooperation on applications in Safety 



Description of the Project
The “IRESUD-Campania” project has been achieved with the will of ensuring the recovery of the
overall efficiency of the Court of Naples and of the Offices of the Justice of the Peace and of the
Courts of Appeal on a Regional basis through the diffusion of IT services and infrastructure so as
to reduce the duration of proceedings, deliver services to the citizens more efficiently and redu-
ce overheads.  Through the implementation of new IT systems, integrated with pre-existing sy-
stems, all the structures involved have been computerized so as to provide the operators of the sec-
tor with better means since they are the first users of the solutions that are adopted, and at the sa-
me time facilitate things for the citizens who are the beneficiaries of the expected increase in ef-
ficiency of the facilities involved.
The project is divided into 16 actions summarized as follows:

• Sub-project 1 – Cabling the Offices of the Justices of the Peace (GdP) which ensures the
connection of the 20 offices of the Justices of the Peace distributed across the Region with
the Comprehensive Justice Network

• Subproject 2 – Adopt Justice of the Peace bar codes to improve the procedure for entering
cases for trial by attributing a single identity code to the documents submitted

• Sub-project 3 – Achieving a Justice Public Relations Office by installing info points in the
Court building in Naples where users can get information about the offices and the issuing
of certificates

• Sub-project 4 – Upgrading the Regional Justice Portal by increasing the functions and ser-
vices delivered

• Sub-project 5 – Point of Access for Judicial Documentation and for the Regional Bar that
may produce services for accessing the database of local court rulings

• Sub-project 6 – Development of software for automatically attributing penal proceedings
to the judges

• Sub-project 7 – Setting up a system for the electronic forwarding of electronic deeds from
the notification office (UNeP) to the Court

• Sub-Project 8 – Adoption of PolisWeb software also by the offices of the Justice of the Pea-
ce thus enabling lawyers to have full access to the documents of the civil case proceedings

• Sub-project 9 – Integration of the body of regulatory documents NormInRete of the laws
issued by the Campania Region

• Sub-project 10 – Expansion of the UNEP portal so as to enable access via Web to the va-
rious regional judicial premises for the submission, retrieval of documents and commu-
nication 

• Sub-project 11 – Upgrading the infrastructure of the PASS system which enables appli-
cants to request certificates such as certificate of charges pending, closing of inquiries,
etc.

• Sub-project 12 – VoIP testing among facilities involved
• Sub-project 13 – SICP/SIDIP Penal/Trial System for notifying measures and rulings and

delivering copies electronically.
• Sub-project 14 – Reingineering the Software of the Court Case Review System

Campania Region
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• Sub-project 15 – Adoption of specialized minute taking software for dictating jurisdictio-
nal measures

• Sub-project 16 – Training and Communication

The project is in an advanced stage (about 85% complete) and is expected to be completed in ear-
ly 2011. In greater detail the following sub-projects have alredy been completed and the spe-
cific goals have been achieved:  Sub-projects 2, 3, 4, 8, 9, 10, 11, 12, 13 and 15.
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33.3% 26.652 7,7%

n.a. 0.0% 9.1%

61.8% 5.7% 10.4%

66.7% 16.2% 16.7%

85.7% 18.4% 2.2%

2.7% 91.9% 8.0%

91.5% Qualified 2.9%
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(*) at least online delivery of forms



Apulia Region

E-GOV IN THE APULIA REGION

RELATIONSHIP BETWEEN CITIZENS AND PA 

PEC present on the IPA

PEC not present on the IPA but present on the web site

PEC not present

PEC in Municipalities (available / number- Municipalities)

Source: DigitPA (July  2010)
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HEALTH

• Electronic Health Record (state of implementation across the Region – ASL)

• Online reservation of health services (state of implementation across the Region
– ASL/AO)

Electronic Health Record present or being 
tested on citizens
Electronic Health Record not present or being tested
without direct involvement of citizens

Reservations on websites 
of Local Health Units

Online reservation of health services available

Online reservation of health services not available

Online reservation of health services available

Online reservation of health services not available

Reservations on websites 
of Hospitals

E-gov Italia 2010

Source: Between, survey with the Regional e-health directors (October 2010) + additional information gathered
through CISIS
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Apulia Region

Full transaction (also online delivery of application)
Also access to databases  (online database of proceedings 
and/or tracking of the dossier being processed)

Information and downloading of forms

Service not available

• SUAP - One-stop shop for businesses online in Capital towns  (presence and 
degree of interactivity of SUAP - capital towns of Provinces)

Source: Osservatorio Piattaforme – Between, July  2010

SERVICES FOR BUSINESSES
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INFOMOBILITY 

FIXED AND MOBILE BROADBAND COVERAGE

E-gov Italia 2010

• Public transport online travel planning  in Capital towns  
(available - capital town of Province)  

Source: Osservatorio Piattaforme – Between, October 2010

Service available on the portal of the local public 
transport company
Service not present on the Municipal portal, but 
a Regional service is available

Service not available

Regional data (06/2010)

Broadband

Broadband  (only wireless)

Digital divide

Source:  Data processed by Ministry for Economic Development – Communications Department
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Apulia Region

THE PROJECTS   

PUBLIC DATABASES

Description of the Project and Progress
The project has developed two main lines of action:
A. setting up a local IT base of detailed and uniform data across the Region
B. development of local basic and specialized innovative services for local bodies involved in

the management of the Regional territory, from the regional to the municipal level.
As regards goal A., the Local IT System has created and made available for the first time in Apu-
lia a natively integrated set of local data broken down by type, ranging from regional technical
maps to the topographic database, to land use, DTM, ortofoto, and has made it possible to crea-
te, in a cascade, a series of specialized products among which hydrogeomorphological maps (com-
petence of the Basin Authority ). The local database integrates the land registry component which
is supported by the Interchange System for information sharing with the Territory Agency and
by the rastering and georeferencing of the master sheets and transfer of the land registry data
bases into the WGS84 – UTM representation system. 

In relation to objective B, the SIT makes available to all users interested in data about the land,
from the citizen to the professional and local Bodies, all the data gathered through the access,
search and download service (in shapefile format). The system also presents specialized servi-
ces to the local Bodies such as Editing online, Printouts in scale, various formats, various pro-
jection systems etc; land planning services (town plans, computerized authorization procedu-
re, assessing consistency with the comprehensive master plans, etc.), Civil Protection Services
(census of resources, reporting of events); GPS accurate positioning Services; services for the com-
puterized management of administrative procedures.

Expected/achieved results
In quantitative terms SIT has reached the following results:
• more than 10,500 registered Internet users (registration allows users to download the da-

ta; no registration is required only to read the data) 
• around 2000 people have registered with the GPS http://gps.sit.puglia.it  service and more

than 700 have registered with the real time positioning service (NRTK)
• besides the basic services, the Regional Property Service is using the system for making a

census of the buildings over which it has competency
• besides the basic services, the Regional Land Management Service is using a personalized

version of the computer management of administrative procedures component for landsca-
pe authorizations. 

Local IT System (SIT)
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Sistema Puglia

SERVICES FOR BUSINESSES

Description of the Project
The Sistema Puglia is an integrated system  for the provision of information  and Services through
which  the Development, Labour and Innovation Policies Area of the Apulia Region aims at pro-
viding the businesses of the Region and the professional associations with a “hard and fast” and
qualitatively updated framework of institutional information, along with interactive IT services
managed directly by experts, in support of the services for the location of new businesses and at-
traction of investments.  
The  Sistema Puglia, created as the IT Portal of the Development, Labour and Innovation Policies
Area, is run according to a distributed model for the drafting of contents aimed at:

• providing businesses with updated information on new legislation, on Regional, National
and Municipal public planning;

• providing registered businesses with direct and targeted information and assistance services;
• providing visitors with an updated, concise but exhaustive overview of the territory and of

its most significant socio-economic characteristics; 
• providing a map with information about the most distinctive features of the production si-

tes of Apulia (industrial development areas and PIP areas) and integrated with the regional
cartographic system (SIT)

From this standpoint and starting from 2009 the following has been achieved:
• a system for the management of projects and applications for grants (electronic Calls);
• a system for supporting the management of cooperation on applications between the plat-

form and the other systems being used by the Regional Bodies (IT registration of incoming
mail, PEC);

• a system for the management of the lifecycle of administrative deeds (decisions by top ma-
nagement);

• a system for the e-management of project digital files and sub-files that support the decision-
making processes of the Official in charge of Actions and of the Director of the Service.

Progress
The current architecture is being migrated to an integrated environment with ICT solutions that
support the management and monitoring of procedures, digitization of document processing and
internal and external exchanges generated by the processes for the management of digital files (Li-
ne, Action, Operations, Implementation) in compliance with the operational procedures defined
by the Management Authority of the Region. In particular the project will accomplish the follo-
wing lines of action: 

• expanding the management system of projects and requests for funds (electronic Calls);
• expansion and setting up of a standardized system for document and project file management,

in support of decision-making processes of the officials in charge of the Regional Bodies; 
• setting up a top level control and monitoring system (dashboard) of incentives managed by

the Regional Bodies, integrating the exchange of data between the digital files and the ex-
penditure monitoring system (MIR 2007);
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• management of the workflow of activities monitoring the administrative procedures rela-
ted to the ROP action lines.

The project should be completed by 31/12/2011.

Expected / achieved results 

Apulia Region

Description of the Project and Progress
In 2004 the Apulia Region promoted and financed, within a framework programme agreement  with
Central Administration (APQ), the “Pilot Project for the Computerization of the Public Prosecuto-
r’s Office of Lecce”, with the aim of making penal proceedings more efficient and more transpa-
rent to the benefit of all stakeholders (citizens, lawyers, defendants,e tc. ..).
The main interventions, defined and achieved on the basis of a study of the needs and critical aspects
of the Office, have been: 

• Setting up a document system for the dematerialization of the penal dossier of the Public Pro-
secutor (called Auror@);

• Setting up of an IT system to assist investigating magistrates (called Gnosis);
• Setting up a portal for the Public Prosecutor’s Office of Lecce;
• Setting up new basic infrastructure (hardware, networks, etc….) to support the systems;
• Staff training. 

The project was completed in 2008 and it achieved all its goals. In particular the Auror@ system
has raised the interest of the Ministry of Justice because of the new model that was implemen-
ted which envisages the full management of the Publc Prosecutor’s dossier and the issuing of co-

JUSTICE

Electronic Justice 
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electronic Calls
electronic management of other internal procedures

volume of electronically processed funds 
number of electronically processed applications responding to Calls 

files examined electronically by the Region or by the implementers

number of users registered with the Sistema Puglia portal 

number of users registered with the  Le Ultimissime (Latest News Service -
daily delivery of all info published on the portal during the day)
number of users registered with the Newsletter Service (weekly delivery of
info published on the portal during the week)
number of users registered with the Text Message Notification Service on 
Calls posted concerning economic development 
number of hits by users through the “Sistema Puglia Risponde” Service 

average number of visitors per month in 2010

average number of hits on the portal per month in 2010

average number of pages visited per month in 2010



pies for the lawyers of the defendant through the web portal, besides managing the authentica-
tion issues and online payment of dues. 

At the same time, the following two new projects have been started which are currently under way:
“IRESud, Electronic Justice in Apulia” and “Digital Innovation in the Judicial Offices of the Apulia
Region”, both are part of the APQ framework with the latter being the outcome of an MoU signed
by the Ministry of Justice and the Apulia Region for identifying organizational and technological so-
lutions for Regional Judicial Offices. The main lines of action envisaged by the two projects are: 

• Renewal of the electronic networks present in the main premises of the Apulian Judicial Of-
fices;

• Obtaining new and advanced equipment;
• Deployment in all offices of IT applications developed at national level (PASS, Polisweb,

UNEP);
• In line with the concept of re-use, introduce IT applications already used by the  Public Pro-

secutor’s Office of Lecce  (Auror@, Gnosis, Portale).

So far the setting up of infrastructure is nearing completion while consolidation and reuse of the
application systems used by other Regional Judicial offices are currently in progress. 

Expected / achieved results
The Auror@ system is operational at the Prosecutor’s Office of Lecce and Bari.
Recently the Ministry of Justice, in agreement with the President of the Apulia Region, announ-
ced that the Auror@ system will be re-used, as soon as consolidation actrivities have been com-
pleted, by all the other Italian Public Prosecutor’s Offices. The Gnosis system, instead, was exa-
mined and appreciated by the National Antimafia Prosecutor. 
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22.9% 4,274 1.8%

n.a. 0.0% 80.0%

70.9% 2.7% 2.5%

0.0% 100.0% 50.0%

88.9% 20.0% 0.0%

0.0% 81.7% 0.0%

65.1% Qualified 20.5%
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(*) at least online delivery of forms



Basilicata Region

E-GOV IN THE BASILICATA REGION

RELATIONSHIP BETWEEN CITIZENS AND PA 

PEC present on the IPA

PEC not present on the IPA but present on the web site

PEC not present

PEC in Municipalities (available / number- Municipalities) 

Source: DigitPA (July  2010)
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HEALTH

• Electronic Health Record (state of implementation across the Region – ASL)

• Online reservation of health services (state of implementation across the Region
– ASL/AO)

Electronic Health Record present or being
tested on citizens

Electronic Health Record not present 
or being tested without direct involvement 
of citizens

Reservations on websites of Local Health Units

Online reservation of health services 
available
Online reservation of health services
not available

Online reservation of health services 
available
Online reservation of health services 
not available

Reservations on websites of Hospitals

Source: Osservatorio Piattaforme – Between, October 2010

Source: Between, survey with the Regional e-health directors (October 2010) + additional information gathered
through CISIS
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Basilicata Region

Full transaction (also online delivery of application)
Also access to databases  (online database of proceedings and/or tracking
of the dossier being processed)

Information and downloading of forms

Service not available

• SUAP - One-stop shop for businesses online in Capital towns   (presence and
degree of interactivity of SUAP - capital towns of Provinces)

Source: Osservatorio Piattaforme – Between, July  2010

SERVICES FOR BUSINESSES
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INFOMOBILITY 

• Public transport online travel planning  in Capital towns  
(available - capital town of Province)  

Source: Osservatorio Piattaforme – Between, October 2010

Service available on the portal of the local public 
transport company
Service not present on the Municipal portal, but 
a Regional service is available

Service not available

Source:  Data processed by Ministry for Economic Development – Communications Department

Broadband

Broadband  (only wireless)

Digital divide

FIXED AND MOBILE BROADBAND COVERAGE

Regional data (06/2010)
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THE PROJECTS 

LUMIR (LUcania Medici In Rete)

HEALTH

Description of the Project
LUMIR (Network of Medical Doctors of Lucania)  arises from the implementation of the Ge-
neral Pratictioners project and is part of the modernization of the Lucania health system. The
aim of the project is to implement an expansion of the Electronic Health Record considered
to be a solution that can make available to authorized users anywhere and at any time a sy-
stematic, timely and accurate set of clinical and health-related information about each ci-
tizen-patient. The idea is to develop an instrument for enabling operators to cooperate so as
to improve care delivery by being mutually informed about activities under way in different
settings.

An electronic platform will enable social and health workers to know the clinical history of pa-
tients through summaries (Patient summary) or exhasutive information on clinical events (di-
seases, medical examinations, admissions to hospital, etc.), organized into series, i.e. succession
of events that start when a health problem arises and end with its resolution. 
The LuMiR system allows for the implementation of services relative to all the care episodes and
also the creation of a datawarehouse consisting of individual updated data, in anonymous form
to manage “secondary uses” (administrative and government uses, eg. Control over pharmaceu-
tical spending, epidemiological studies, etc.).

The zero prototype was produced and tested between the end of 2008 and the beginning of 2009
in the Health facilities of ASL 2 and ASL 5, with the main aim of better calibrating the implemen-
tation under way and focusing the project on the actual needs of the health workers, keeping the
citizen at the centre of the interest in improving the services. The pilot project therefore inclu-
ded a limited number of GPs, patients and pathologies, studying and assessing efficacy of sha-
ring health data on treatment processes and how they change and improve through interaction
of the workers involved (specialized doctors, GPs, etc.).  At present the Electronic Health Record
is being set up at Regional level through the deployment of the components required to set up the
Lumir system in all ASLs and Hospitals. 

Technological and organization results were obtained. Wrappers were produced whereby cli-
nical documents from the file can be disclosed without worrying about the heterogeneous
nature of such documents, that may have totally different formats, and the medical informa-
tion is structured in such a way as to ensure syntactic communication and semantic intero-
perability.
Electronic health governance was defined at Regional level (Regional table for electronic he-
alth – Deliberation 795 of 05/05/2009) and Deliberation 460 of 12/03/2010 approved the “Rules
for the electronic retrieval of clinical documents, establishment and management of the Elec-
tronic Health Record and of the electronic health dossier in the Regional Health Service”.
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PUBLIC DATABASES

Description of the Project
BAS-ANAG is the project of Basilicata for the circulation of population registry data in compliance
with the “Registry Rules” and with the regulations on administrative simplification and privacy.  The
project was approved by deliberation of the Regional Government n° 1577 of 11/09/2009 and, follo-
wing the signing of a Memorandum of Understanding with the Ministry of the Interior (9/11/2009),
a joint committee was set up in the capital town of Lucania. The joint committee must make sure that
the goals of the agreement are achieved, it must define the implementation phases and monitor pro-
gress of works.

The Project envisages infrastructural upgrades so that the exchange of registry data may take pla-
ce according to the paradigms of the Public Connectivity System (SPC). 

Hence under the project, domain ports will be deployed on all the Municipalities of Basilicata and they
will be given techical and economic support to accomplish the adjustments required on their IT sy-
stems. The modalities for accomplishing these goals are regulated by an agreement which is curren-
tly being signed between the local public administrations and the Basilicata Region. 

The Region has executed an agreement with ANUSCA which throughout the lifetime of the project
will provide consulting services as well as training for its members and will interact with the local
offices that will process the population registry data. 

At present experimentation is underway involving the exchange of data through the infrastructure
for Regional cooperation on applications, completion of the signing of the agreements with the Mu-
nicipalities and the deployment of 131 domain ports. 
The main operational functions are:

• Fault Management;
• Configuration Management;
• Performance Management;
• Security Management.

BAS-ANAG

• immediate availability of presciptions and related information (disorders, medical reports);
• facilitating patient access to services;
• the availability of an extensive reporting system capable of raising the level of knowledge

about specific epidemiological factors.
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Description of the Project
The “IRE-SUD Basilicata” project has the aim of setting up a network of front office desks consi-
sting of the Judicial Offices that will enable citizens in the District of Basilicata to obtain certifi-
cates directly from the closest Judicial Administration Office regardless of the territorial jurisdic-
tion and without the need to go through an agency.
The project consists of three parts: 

• Pass
• Polisweb
• Unep Portal

The PASS component concerns the technological modernization of the peripheral offices of the Ju-
stices of the Peace and their connection to the electronic infrastructure of the Region. 

The second and the third part of the project have had the goal of providing access to services wi-
thout geographic or jurisdictional restraints through a network of physical and virtual front desks. 
Through Polisweb, lawyers of the District of Basilicata can access the civil data bases of the Tri-
bunal and of the Court of Appeal of the District of Potenza directly from the closest Judicial Ad-
ministration Office (irrepsective of territorial jurisdiction) or from the office via the Internet wi-
thout having to go to the Office of the Clerk of the Court. The UNEP portal creates a standardiza-
tion instrument of the modus operandi of all the Notification of Enforcements and Protests offi-
ces of Italy.  This is an online desk that citizens and workers will have as a reference point. It is a
virtual desk which offers information services (viewing documents and laws, request for infor-
mation, etc.), services of access (services and instrument accessible subject to authentication and
addressed to the judicial authority, to the regional bodies lawyers, professional associations, etc.)
and public services (typical services of the portal and relative to specific functions of the office is-
sued through the portal itself). The project has been completed and is currently being tested. All
the offices of the Justices of the Peace (26 in the Region) are technologically equipped and have be-
en integrated in the electronic platform.

Basilicata Region
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20.0% 12.854 7,2%

0.0% 0.0% 0.0%

65.0% 5.0% 8.5%

40.0% 41.9% 20.0%

88.2% 18.0% 0.5%

1.5% 91.5% 2.5%

69.1% In the process of being qualified 12.8%

CALABRIA REGION
E-GOV IN A SNAPSHOT  IN THE CALABRIA REGION

(*) at least online delivery of forms

2010 e-Gov Report. Italy

D I G I T A L  A G E N D A  I T A L I A | 345



Calabria Region

Source: DigitPA (July  2010)

E-GOV IN THE CALABRIA REGION

RELATIONSHIP BETWEEN CITIZENS AND PA 

PEC present on the IPA

PEC not present on the IPA but present on the web site

PEC not present

PEC in Municipalities (available / number- Municipalities) 
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HEALTH

• Electronic Health Record (state of implementation across the Region – ASL)

• Online reservation of health services (state of implementation across the Region
– ASL/AO)

Electronic Health Record present or being 
tested on citizens

involvement of citizens

Reservations on websites 
of Local Health Units

Online reservation of health services 
available

Online reservation of health services 
not available

Online reservation of health services 
available

Online reservation of health services 
not available

Reservations on websites 
of Hospitals
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Calabria Region

Full transaction (also online delivery of application)
Also access to databases  (online database of proceedings and/or trac-
king of the dossier being processed)

Information and downloading of forms

Service not available

• SUAP - One-stop shop for businesses online in Capital towns  (presence 
and degree of interactivity of SUAP - capital towns of Provinces)

Source: Osservatorio Piattaforme – Between, July  2010

SERVICES FOR BUSINESSES
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INFOMOBILITY 

• Public transport online travel planning  in Capital towns  
(available - capital town of Province)  

Source: Osservatorio Piattaforme – Between, October 2010)

Service available on the portal of the local public 
transport company
Service not present on the Municipal portal, but 
a Regional service is available

Service not available

Regional data (06/2010)

FIXED AND MOBILE BROADBAND COVERAGE

Broadband

Broadband  (only wireless)

Digital divide
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Calabria Region

THE PROJECTS 

TECHNOLOGICAL ENDOWMENT, NETWORKS AND 
INFRASTRUCTURAL SERVICES

Description of the Project
The Calabria Region has adopted the technical specifications of the ICAR (Regional Interoperabi-
lity and Cooperation on Applications) Project (that it joined in 2008) both regarding the setting up
of the primary infrastructure for interoperability and cooperation on applications, and for acti-
vating the federated identity system (INF 3 Infrastructural Task) for setting up an identity mana-
gement system enabling the identification and authorization of users (staff of the Regional Admi-
nistration, of the Regional Health System and of the Local Bodies). 

The SPC (Public Connectivity System) Cooperation Project is aimed at activating and deploying the

Calabria Public Administration Network of the Calabria Region – SPC 
(Public Connectivity System) Cooperation Services

CAPSDA - Centre for Public Access to Advanced Digital Services

RELATIONSHIP BETWEEN CITIZENS AND PUBLIC ADMINISTRATION

Description of the Project
The CAPSDA project - “Centre for Public Access to Advanced Digital Services” – is part of the Fra-
mework Programme Agreement on the Information Society, signed on 21 April 2005. It envisaged
the setting up of centres and public points of access endowed with broadband connection which
would enable citizens, especially those at risk of being excluded from electronic services, to ha-
ve access to the Internet.
The Calabria Region has decided to carry out the initiative by involving the Mountain Communi-
ties as Bodies that by geographic position and natural institutional vocation are best suited for re-
ceiving Internet access.

Progress
The Bodies that have signed the agreement providing for the creation of such Centres are the 25
Mountain Communities besides the Municipality of San Luca (in replacement of the Medio Ionio
Mountain Community). During the 2006-2009 three-year period CAPSDA carried out the activi-
ties required to acquire the instruments, adapt the premises and more in general it took all the ini-
tiatives aimed at promoting the Centre such as training people to use the Internet and at making
the existence of the Centre known. 

Expected / achieved results
To this day 25 CAPSDA Centres out of the envisaged 26 have been completed and 46 points of ac-
cess and about 180 Internet workstations have been activated which have given access to a con-
siderable number of users (more than 20,000) during opening hours. 
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Description of the Project
The project for the implementation of the Regional Administration IT System of Calabria is part of
a set of actions aimed at rationalizing regional administrative activities, also with the support of IT
tools, hence raising the quality, transparency, efficiency and effectiveness of the services delivered.
The Departments involved by way of priority are the General Secretariat, the President’s Office,
the Budget and Assets Department and the Personnel Department. Once the SIAR system is in the
steady state, all the Departments will be endowed with the so-called ‘horizontal’ applications among
which the computerized registration of incoming mail, document management, the system for mo-
nitoring staff presence and the accounting system. 
The transition phase from the current situation wil be managed by means of a Transition Plan en-
visaging specific actions aimed at: 

• obtaining consensus on the technological and functional innovations;
• facilitate the introduction of new IT system and their operational modalities;
• intervene on “organizational systems” in a consistent and comprehensive manner (organi-

zation, work procedures, management of human reosources).

Progress
The project has reached the implementation phase of the various functions in compliance with the
deadlines envisaged in the “Action Plan”.
In April 2010 the Help Desk Service was set up and in June the IT management of this service was
completely updated. From 1st December 2010 all the activities of the IT system are monitored
through ad hoc SLAs. The plan envisages that  by the end of December the first training phase on
accounting activities and on the electronic registration of incoming mail is to be completed and that
such services will begin in January.
The following services are to be active starting from January 2011: Integrated Accounting System,
Human Resource Management and “Deeds Management”.  The inspection testing of the system is
to be carried out in February 2011.

Expected / achieved results
In synergy with the administrative processes, the project constitutes a best practice which will be
the ‘backbone’ for the services of the whole Regional system.

IT System of the Regional Administration – SIAR

infrastructure acquired through ICAR and implementing cooperation services within the Health,
local area government and taxes sectors. 

Progress
Following the definition of needs, on 29 July 2010, the final agreement was defined for setting up
cooperation on applications services aimed at interconnecting the local IT systems and notably the
Calabrian ASP systems.    

Expected / achieved results (with quantitative impact data where available)
The project is active in the health field enabling the Health Department of the Calabria Region the
exchange of information with the Health Units in SPCoop logic.
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28.2% 27.283 7,7%

11.8% 100.0% 9.7%

53.6% 3.9% 17,0%

44.4% 7,7% 0.0%

83.9% 17,4% 1.3%

1.8% 90.5% 2.1%

76.0% Qualified 4.4%

E-gov Italia 2010

SICILY REGION 
E-GOV IN A SNAPSHOT  IN THE SICILY REGION

(*) at least online delivery of forms
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Sicily Region 

E-GOV IN THE SICILY REGION

RELATIONSHIP BETWEEN CITIZENS AND PA 

PEC present on the IPA

PEC not present on the IPA but present on the web site

PEC not present

PEC in Municipalities (available / number- Municipalities)

Source: DigitPA (July  2010)
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HEALTH

Source: Osservatorio Piattaforme – Between, October 2010

• Electronic Health Record (state of implementation across the Region – ASL)

• Online reservation of health services (state of implementation across the Region
– ASL/AO)

Electronic Health Record present or being tested
on citizens

Electronic Health Record not present or being tested
without direct involvement of citizens

Reservations on websites 
of Local Health Units

Online reservation of health services available

Online reservation of health services not available

Online reservation of health services available

Online reservation of health services not available

Reservations on websites 
of Hospitals

Source: Between, survey with the Regional e-health directors (October 2010) + additional information gathered
through CISIS
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Sicily Region 

Full transaction (also online delivery of application)
Also access to databases  (online database of proceedings and/or tracking of
the dossier being processed)

Information and downloading of forms

Service not available

• SUAP - One-stop shop for businesses online in Municipalities that are capital
towns presence and degree of interactivity of SUAP - capital towns of Provinces)

Source: Osservatorio Piattaforme – Between, July  2010

SERVICES FOR BUSINESSES
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INFOMOBILITY 

FIXED AND MOBILE BROADBAND COVERAGE

• Public transport online travel planning  in Capital towns  
(available - capital town of Province)

Source: Osservatorio Piattaforme – Between, October 2010

Service available on the portal of the local public 
transport company
Service not present on the Municipal portal, 
but a Regional service is available

Service not available

Regional data (06/2010)

Broadband

Broadband  (only wireless)

Digital divide
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Sicily Region 

THE PROJECTS 

Network of General Practitioners and Paediatricians of Free Choice (RMMG)

HEALTH

Description of the Project
In the health area, the Sicily Region has implemented the Network of General Practitioners and
Paediatricians of Free Choice project ( GPs/PFC) which envisages the setting up of an integrated
information system capable of harmonising the needs of all the individuals involved in delive-
ring and using health services at Regional level. The point of arrival of the project is the creation
of an infrastructure that manages the Electronic Health Record (EHR) which gradually collects
all the information concerning the health events of each patient who request this service. This
service will be provided in full compliance with the provisions of the European and Italian le-
gislation on personal privacy, with special reference to the “Code on the protection of personal
data”, and with the opinions provided by the Health Authority on Safety and Privacy (manage-
ment of consensus)

In particular, in compliance with the self-determination of the user and with the regulations on
privacy, and in compliance with a stringent access policy, the Network of  GPs/PFC project stores
and makes available online, all the data on health events concerning the users of regional health
facilities, thus simplifying, speeding up and dematerializing the health processes, facilitating the
sharing of information and facilitating the establishment of associations among health workers.

Progress
In compliance with the priorities indicated by the Regional Administration and consistently with
the Shared Electronic Health Policy defined by the Department for Technological Innovations, the
following activities are being completed:

• Design and implementation of a framework for the Electronic Health Record
• Design and implementation of the applications for the GPs/PFC (identification and manage-

ment of users, register of health workers and their identification, management of instrumen-
tal and laboratory diagnostic prescriptions, pharmaceutics, management of medical reports,
hospitalization management:  admission and discharge and patient record).

• Creation of a single portal providing access to information and applications services;
• Integration of computerized clinical records of GPs/PFC;
• Integration of the ADT (Admission, Discharge, Transfer system), LIS (Laboratory Informa-

tion System) and RIS (Radiology Information System) hospital clinical records with the Elec-
tronic Health Record.

Expected / achieved results
The system is being completed and the following test trials are being carried out: 

• test trial with the Local Health Unit (AUSL) of Palermo, the Hospital “V. Cervello” and a sam-
ple of 100 GPs/PFC chosen from within the Province of Palermo;

• extending the test trial to the Local Health Unit (AUSL) of Catania, to the Hospitals of Paler-
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SERVICES FOR BUSINESSES

Description of the Project
The Regional Department for the Economy – Finance and Loans Section, with a view to implemen-
ting a system for the administrative simplification and reduction in administrative workloads for
the Region and for the Consortia and businesses associated with it, has implemented “FIDIWEB”
which is part of a broader project of the Sicily Region for the diffusion of digitization in the Public
Administration.

The project envisages the creation of a web IT system in support of the Administration and
Consortia for the accreditation of Consortia and integration of the risk fund and abatement
of interest function, by offering specific functions for the management/monitoring of the who-
le procedure and preventive control/verification of the information contained in the appli-
cations.

In particular the aim is to facilitate access to loans and strengthen the guarantee system in favour
of micro, small and medium sized enterprises operating in Sicily and that are members of Collec-
tive Loan Guarantee Consortia (Confidi). 

Progress
At this point in time the “FIDIWEB” system has been completed and it

• cuts back the length of the administrative procedure and provides a timely response to the
request for loans;

• provides real time tracking of the applications by Confidi members so as to anticipate any
weak points, provide prompt support to the Confidi members and facilitate budgeting and
planning;

• reduces the risk of formal mistakes and partial or incomplete information when drawing
up the applications;

• facilitates administrative obligations while at the same time ensuring transparency and
interaction with the Confidi members;

• cuts back dramatically the paper documents which are replaced by electronic formats. 

Results achieved
The electronic forwarding of applications is supported and guaranteed by the digital signatu-
re of the legal representative of Confidi who must be accredited with the offices of the Admi-
nistration.

System for Managing the requests for integrating the Risks Fund and/or Interest
Abatement System (FIDIWEB)

mo: "Civico Benfratelli G. Di Cristina M. Ascoli", Policlinico di Palermo, "Villa Sofia -  C.T.O.,
to the Hospitals of Catania  "Garibaldi - S. Luigi - S. Currò- Ascoli -  Tomaselli", "Vittorio Ema-
nuele II Ferrarotto S. Bambino", "Cannizzaro", Policlinico di Catania, Gravina di Caltagiro-
ne  and to the GPs/PFC of the Province of Palermo and Catania 
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Sicily Region 

Description of the Project
The development of local IT systems, georeferenced databases and environmental models are con-
sidered to be of strategic importance for the Sicily Region which has implemented the “Integra-
ted Regional Local IT System” (SITIR). The general goal is to create a regional IT system to be used
by all the regional institutions that operate locally so as to understand, interpret and manage lo-
cal changes, that all players can use through the network thus avoiding waste and useless over-
lapping actions or non-comparable data.  

The underlying idea of the project - in compliance with the broader technical directives defined
both by the SITIR project and in the technical documents produced by the working groups of the
State-Region Committee, Local Bodies on Geographic IT Systems, and in compliance with the EU
directives laid down in the INSPIRE project - is that of creating a first standardized and uniform
database of reference to be used for services internal and external to the Regional Administration. 

From this viewpoint, the SITIR project sets two strategic goals:
1. standardization of local databases in a single database (DBTIe) in compliance with national

directives but extended to other local variables that are required to deliver the services en-
visaged in the goal indicated below;

2. provide services from this database in compliance with procedural and IT workflow stan-
dards also with a view to tracking accuracy of the data, its reliabiltiy and its degree of techni-
cal and administrative validation. 

PUBLIC DATABASES

All data entry is facilitated by instructions and ad hoc messages that guide the operation and en-
sures that the application is complete and that the data entered are formally correct. 

Once the activity for presenting the applications by Confidi members is completed, the “FIDIWEB”
system supports the Regional administration offices in the online management of the examina-
tion of the applications by rapidly accessing the statements sent by Confidi, thanks to the electro-
nic archives and the use of ad hoc search functions. 

The number of users that interact with the FIDIWEB system is about 155. In particular, on the si-
de of the Administration there are 18 users, while for the Consortia, the number is given by the
accreditations. So far 35 Consortia have been accredited for each of which one “signatory” and two
“operators” have been designated. 

“Integrated Regional Local IT System” (SITIR)
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Executive/ Worker
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Administration (INTRANET) Consortia (INTERNET)



Progress
So far integrated local IT services are being set up to support, by way of priority,  the following
issues:

• decentralization of land registry functions, reclamation of the land registry databases, sup-
port for taxes;

• urban planning  (town plans, construction register, construction permits);
• land management and defence, civil protection, road system and other infrastructural net-

works;
• protection of environmental resources (air, water, vegetation, etc.);
• enhancing local resources (environmental, natural, historic and landscape), to facilitate so-

cial and tourism development. 

Expected / achieved results
The intervention will contribute to eliminating or reducing the digital divide between small and
large Administrations, between metropolitan and marginal areas. Hence efficacy and transparen-
cy of public action will be promoted by reducing operational costs and time required to comple-
te procedures through actions aimed at the widespread diffusion of IT systems, digitization of do-
cument processing and elimination of traditional paper media.
In addition the public services delivered using the new technologies that meet the actual needs of
the users will increase, and the interventions will tend to expand access to technologically advan-
ced services for citizens and businesses. Moreover, the Public Administration will develop a sin-
gle information instrument that will complete the Integrated Regional Local Information System
that has already been started, in order to ensure full knowledge, interpretation and management
of the cartographic, town-planning, cultural, environmental, tourism and agrifood sectors. 
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23.6% 13.171 5.3%

16.7% 0.0% 18.2%

73.7% 6.1% 8.8%

37,5% 70.2% 12.5%

91.1% 15.0% 1.8%

2.0% 84.1% 1.2%

77,5% Qualified 5.5%
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E-GOV IN A SNAPSHOT  IN THE SARDINIA REGION

(*) at least online delivery of forms



Sardinia Region

E-GOV IN THE SARDINIA REGION

RELATIONSHIP BETWEEN CITIZENS AND PA 

PEC present on the IPA

PEC not present on the IPA but present on the web site

PEC not present

PEC in Municipalities (available / number- Municipalities)

Source: DigitPA (July  2010)
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HEALTH

• Electronic Health Record (state of implementation across the Region – ASL)

• Online reservation of health services (state of implementation across the Region
– ASL/AO)

Electronic Health Record present or being 
tested on citizens

Electronic Health Record not present 
or being tested without direct involvement 
of citizens

Reservations on websites 
of Local Health Units

Online reservation of health services available

Online reservation of health services 
not available

Online reservation of health services available

Online reservation of health services 
not available

Reservations on websites 
of Hospitals

2010 e-Gov Report. Italy
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Sardinia Region

Full transaction (also online delivery of application)
Also access to databases  (online database of proceedings and/or tracking
of the dossier being processed)

Information and downloading of forms

Service not available

• SUAP - One-stop shop for businesses online in Municipalities that are capital
towns (presence and degree of interactivity of SUAP - capital towns of Provinces)

Source: Osservatorio Piattaforme – Between, July  2010

SERVICES FOR BUSINESSES
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INFOMOBILITY 

• Public transport online travel planning  in Capital towns  
(available - capital town of Province)  
) 

Source: Osservatorio Piattaforme – Between, October 2010

Service available on the portal of the local 
public transport company
Service not present on the Municipal portal, 
but a Regional service is available

Service not available

Regional data (06/2010)

FIXED AND MOBILE BROADBAND COVERAGE

Broadband

Broadband  (only wireless)

Digital divide
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Sardinia Region

THE PROJECTS 

TECHNOLOGICAL ENDOWMENT, NETWORKS AND INFRASTRUCTU-
RAL SERVICES

Description of the Project 
The ALI-CST Sardegna project envisages the establishment of a network of eight Province-based
Centres of Local Competence with the aim of reducing the technological gap and involving in the
innovation process the small municipalities (less than 5,000 inhabitants) that were excluded from
the benefits of the first phase of e-Government deployment.
It has the aim of creating an organizational-management model capable of offering local fa-

COMUNAS

RELATIONSHIP BETWEEN CITIZENS AND PUBLIC ADMINISTRATION

Description of the Project 
Analysing and defining the possible establishment of a system for the exchange of information and
data between local administrations, dissemination of and access to administrative deeds and deli-
very of advanced online services to citizens and businesses. 

Hence the idea of creating COMUNAS, which is not only a “network of Municipalities” (Comuni in
Italian) but also a system that the communities may use to share instruments, customs and uses; CO-
MUNAS is also a means that the Autonomous Region of Sardinia intends to promote in the general
context of an innovative process started in recent years.

This is a rapidly evolving portal that will become the instrument for supporting online e-government
services for the local Public Administration promoted and achieved by the Autonomous Region of
Sardinia.

It is addressed in particular to municipal administrations of all sizes, to their citizens, tax-payers
and businesses that reside and operate on the island.  

COMUNAS will enable all local administrations, and in particular the smaller ones, to endow them-
selves, in a cost-effective manner, with  high standard services that can be delivered online and be-
come integrated in a regional network of new advanced transparency, democracy and e-government
services.

COMUNAS will enable citizens and business to have controlled and safe access to their data – regi-
stry, tax, local, and financial data or data related to the relationships with the local and regional ad-
ministration.
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cilities that support the Bodies to effectively manage the deployment process of the Services
that are extremely complex both for the high number of interlocutors and different levels in-
volved. 

Expected/achieved results
• Assist the Municipalities in their move towards strategic planning of e-Government and fa-

cilitate the switch-over and innovation process;
• Enable the growth of skills both through consultants who facilitate the transfer of IT  know-

how and through cooperation with bodies having the technical knowledge;
• Simplify relationships with the providers of ICT solutions and services by providing skills

that are useful in the preliminary selection of proposals, negotiations of contracts and pri-
ce monitoring;

• Facilitate re-use by small Municipalities of projects developed by other Bodies

Enhance the management associated with ICT functions and services and optimal sizing for achie-
ving economies of scale. 

Description of the Project
On 19 November 2009 the Autonomous Region of Sardinia signed a Memorandum of Under-
standing (MoU) with the Ministry of the Interior to regulate the modalities for connection with
the National Index of Population Registries. The agreement defines the possibility of identi-
fying initiatives aimed at improving the functioning and use of the registry data exchange sy-
stem; one of these initiatives is the experimental diffusion of a technological solution for Di-
gital Stamps.

In the annex to the Memorandum, the Region expressed the will to promote the automatic de-
ployment and use of the Digital Stamp on registry certificates (birth, marriage, death, etc.)
across the Region in accordance with uniform standards.   
The Digital Stamp is a technological solution that extends the legal validity of an IT document
signed with digital signature in the case in which it were printed on paper media. To activa-
te the Digital Stamp Service, on 30 December 2009, the Regional Administration executed with
Sysdata Italia S.p.a., an agreement which envisages the use of the Licence to use Enterprise
Corporate Paper e-Sign® and 2D Plus® by all the projects of the Autonomous Region of Sar-
dinia and by all the Bodies based in Sardinia (Provinces, Municipalities, Union of Municipa-
lities, Mountain Communities, etc.), including the Local Health Units, the first and second le-
vel schools, and consortia of businesses.

Agreements are being concluded that will allow the Universities of Cagliari and Sassari to use the
licence.  

Progress
• on 18 November 2009 the MoU was signed with the Ministry of the Interior;
• connection was made with the National Index of Population Registries;

Digital stamps
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• testing of the digital stamp for issuing population registry certificates;
• on 30 December 2009 the software licence for the digital stamp platform was purchsed, which

is valid for all the Public Bodies in Sardinia without limitations on number of stamps issued.

Sardinia Region







Methodological Notes
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|A| ORIGIN OF THE SURVEY

THE STANDING COMMITTEE for technological innovation in Regions and Local Bodies,
established by Article 14 paragraph 3-bis of Leg. Decree n° 82 of 7 March 2005 (di-
gital administration code), at its meeting of 10 December 2009 assigned to the De-

partment for the digitization of the Public Administration and Technological Innovation (DDI)
and DigitPA the task of conducting, with the contribution of the Central Administrations of
the State, Regions and Local Bodies, a “Survey on the progress achieved in the creation of
digital services having significant impact on citizens, business and public administration
and of the respective enabling ICT infrastructure” with special focus on the following issues:

• Relationship between Citizens and PA
• Networks and infrastructural services 
• Public databases 
• Dematerialization
• Services for businesses, services for labour
• Infomobility   
• Schools and universities
• Health 
• Civil Justice and Electronic Services

Following the decision of the Committee and under the coordination of DDI and DigitPA, the-
matic working groups (GdL) were set up consisting of experts by subject area, representing
the competent Central Administrations of the State, the Regions and the Local Bodies, with
the goal of ensuring a survey across the Country of progress achieved in the creation of an
information society based on the degree of development, diffusion and use of technological
platforms. 

In June 2010 each working group prepared and approved their executive program of acti-
vities which also defined the methodology, criteria and subject of the survey (output of the
platform in terms of digitized services and processes), steps of the survey and expected re-
sults, bearing in mind that they would have to submit two annual reports  (December 2010,
September 2011). 

In particular, the working groups have completed the following steps :
• Preliminary stage consisting in identifying a subset of objects to be surveyed: this pha-

se included cooperation among all the groups so as to clearly identify the objects avoi-
ding the risk of overlaps.

• Identifying the objects available for being surveyed.
• Final identification of the objects of the survey selected from those that were  most si-

gnificant in terms of connection with the goals of the 2012 e-Gov Plan. 
• Identification of the people sharing responsibility for the functioning of the platforms

to be included in the survey.
• Identifying the modality of the survey and reference to the method of the investiga-

tion, financial resources required to carry out the plan.
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• Detailed phase concerning output produced with indications of the time frame for:
- regional analyses to cover activities linked to local surveys on sectors, players and

projects;
- Mapping the processes identified by modeling a data base for subsequent proces-

sing;
-  Report on the analyses on horizontal issues. 

|B|METHODOLOGICAL APPROACH TO THE SURVEY

The survey aimed mainly at identifying progress achieved in process innovation of the ap-
plications sectors considered and their degree of digitization, and not merely at quantifying
the technological endowment or mere availability of a technological service. 
For this purpose it was necessary to:

• identify the processes that would be most significant in representing the typical acti-
vity of that sector. The paradigmatic processes of that platform were then highlighted.
For instance, regarding schools, the school-parent relationships and the teaching cy-
cle were considered to be representative of the back-office processes (classifications,
etc.) also because they directly involve the school users; in the Health sector, the cy-
cle of healthcare delivery service (from prescription to booking a service, to the me-
dical report and its integration into the patient’s clinical documentation) appeared to
be more representative than the procedure for registering with the NHS and related
procedures (choice/annulment of the general practitioner, exemption from copayment,
sickness certificates issued by NHS doctors) which is carried out once or in any case
a few times in the lifetime of a patient and whose rationalization probably has a les-
ser impact.

• identify some innovation/digitization indicators of these processes in terms of:
- minimum/basic technological endowment to digitize the process (e.g. computerized

clinical record in the Health sector, computerized registration of incoming mail or PEC
for administrative procedures, broadband, etc.);

- transposition of legislation, basic organizational conditions (e.g. outsourcing of so-
me functions), planning functions;

- online delivery of services;
- actual use of these services by the users;
- Impact of innovation in terms of cost and time reduction both within the administra-

tions and with respect to citizens. 

The analysis of the platforms was not restricted to the administrations directly responsi-
ble for delivering the services (ASL/Hospitals for Health, schools for electronic teaching, etc.),
but extended to all the players involved:

• upstream from the delivery of the service (typically Bodies like the Regions that have
coordination, regulation and planning tasks); e.g. electronic ticketing is a service de-
livered by transport companies but the availability of integrated tickets in local tran-

Methodological Notes
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sport, which is an enabling condition, must be provided for by higher level bodies li-
ke the Provinces and the Regions; 

• downstream by analysing, albeit concisely, the technological endowment and the de-
gre of digitization of the processes involving users and intermediaries between the lat-
ter and the PA. 

For each application platform a specific survey methodology was identified which suited the
characteristics of the platforms, especially regarding the type of subjects involved in the sur-
vey.

All the methodologies were coordinated and integrated so as to ensure uniform and compa-
rable results for the different platforms. Below is a description of the methodologies used
to obtain each class of indicators presented, broken down by Chapter and by paragraph. 

The survey data are completed by regional factsheets listing the most significant projects
which, as assessed by the Regions, contribute to implementing the applications and the ser-
vices at regional level in the subject areas of the survey. Hence they represent the “essen-
ce” of the policies on e-government and information society at the local level and do not me-
an to replace them. 

|C| SPECIFIC METHODOLOGIES USED 

ISTAT Survey: ICT in the Local PA 2009 19

The source data used for the Report and across the various platforms, are the results of the
survey on ICT in the local administrations carried out by ISTAT in 2009 (ISTAT ICT PAL 2009);
the data gathered in the ISTAT survey concern the organization, computerization of activi-
ties, technological endowments, networking, use of ICT services, the website, relationships
with the users and ICT spending.

The survey of ICT in the local administrations, included in the National Statistics Program-
me (code IST 02082), involves the main local public administrations: The Administrations
of the Regions, Autonomous Provinces, the Provinces, Mountain Communities and the Mu-
nicipalities. The survey consists of a census of all the administrations except for the Muni-
cipalities which instead were sampled.  The sample includes all the Capital towns  of the Pro-
vinces and all those with a population greater than 20,000 inhabitants (510). For all the other
Municipalities, a one stage stratified sampling design was used where the layers are iden-
tified by the intersection of the “territorial location” (at the level of the Region/Autonomous
Province) and the “class of demographic size” (3 classes). The determination of the number
of samples and its attribution to the layers is the outcome of a method that is an extension
of Neyman’s multivariate and multidomain allocation case. The selected sample, which in-
cludes 6,358 Municipalities, was defined on the basis of some estimates of proportions and
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on the basis of the resident population. Sample allocation gave rise to expected variation co-
efficients of the “population” variable lower than one percent for each domain.

In general the data requested by the questionnaire has September 2009 as time reference;
however for some variables, namely the economic variables, it was necessary to request in-
formation referring to 2008 in order to get the latest available official data from the admi-
nistrations involved. The survey technique used was self-filling of an electronic question-
naire on the web site of ISTAT; the administrations were mailed the code and password pro-
viding access to the website.  The results obtained are based on the whole on 6,146 valid re-
sponses, namely 90.4% out of the 6,800 units selected from the initial list, and 72.5% of the
universe of reference of local administrations (all Regions and Autonomous Provinces, 102
out of 104 Provinces, 83% of Mountain Communities and 71.2% of Municipal Administra-
tions).
The data on the diffusion and interactivity of online services were obtained from the insti-
tutional websites of the administrations considered. 

CHAPTER 1. RELATIONSHIP BETWEEN CITIZEN AND PUBLIC 
ADMINISTRATION

Certified Electronic Mail in the PA – Par. 1.2.1
The data presented derive from DigitPA’s internal surveys carried out on the database of the
IPA portal in December 2010 and in July 2010 regarding the PEC addresses registered by the
Municipalities. 

Websites of the PA – Par. 1.2.2.2 
Initial evidence obtained from a pilot monitoring project carried out by the Pisa CNR ICT
Institute in the June-September 2010 period and based on the analysis of the database of na-
mes registered with the .it domain are reported. The aim of the project was to gain knowled-
ge and analyse the capability of the public administrations to activate and manage, through
the web channel and Internet communication, a direct and transparent relationship with
citizens and businesses by putting online information and quality services for immediate
use.
The distribution of websites in such bodies as the Regions, Provinces and Municipalities was
obtained by using the endogenous metrics of the names having an “.it” domain. Besides pro-
ving to be objective, this metrics makes it possible to identify the type of registered body (pu-
blic body, business, individual, etc.) and gives a good geographic characterization of the phe-
nomenon. Indeed, it is based on information that allows to differentiate the Internet users
at national, regional, provincial and municipal level.

The “compliance” analysis of the web sites of the Municipal Bodies was carried out in Ju-
ne-September 2010. It was aimed at identifying the presence of fundamental information
sections, as required by the regulations in force and the guidelines on websites for the Pu-
blic Administrations published in July 2010 by the Ministry for Public Administration and
Innovation (Organization chart, Public Relation Office (URP), Transparency, assessment and
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merit, Administrative procedures, Calls for tenders, Selection procedures , Services availa-
ble online and services for future disclosre, Legal advertising, Certified Electronic Mail PEC,
and the Publiaccesso logo). 

Searches were made based on key words which allowed, for each section, to classify the pu-
blic administration websites into two categories: 

• category 1: one of the selected key words is present in the text of the website; 
• category 2: either the selected key words are not present on the web site or the struc-

ture or technology adopted to set up the website is such as not to allow to make an au-
tomatic analysis of the content (at the present state of the procedures used for the ana-
lysis).

The PostaCertificat@  for citizens - Par. 1.3.1
The data presented concern the number of PEC addresses requested and activated by the
citizens as at 01/12/2010 and were provided by the concessionaire of the service. 

Linea Amica (Friendly Line) - Par. 1.3.2
The data on the number of members and diffusion of the Friendly Line network are the out-
come of surveys carried out by Formez PA as at 16 December 2010.

Reti Amiche (User-friendly network) and Mettiamoci la Faccia (Show your face) -
Par. 1.3.3 and 1.3.4
Data on the numbers, Bodies involved and services delivered with regional details about the
“Reti Amiche” and “Mettiamoci la Faccia” initiatives have been taken from the monitoring
reports on the services provided by the Department for Public Administration (DFP) respec-
tively updated as at June and November 2010. 

CHAPTER 2. HEALTH

Digitization of clinical processes in health units –Par. 2.2.1 20

The data presented here are the outcome of the Litis survey (Levels of Technological Inno-
vation in Health), which used the methodological support of CNR and was carried out in clo-
se cooperation with the Department for Digitization of the Public Administration and Te-
chnological Innovation of the Ministry for Public Administration and Innovation.

The development of the Litis Model has a sound experimental basis. A questionnaire was
distributed to all the Local Health Units and hospitals and, as at 31/01/2010, a total of 147
questionnaires were returned of which 64 Local Health Units and 83 Hospitals, Teaching and
Research Hospitals, University General Hospitals. This sample includes more than half the
facilities present in Italy and is therefore reasonably significant; it offers food for thought
and highlights symptomatic phenomena that confirm the perception of the experts. 
There are facilities of all sizes (and the sum total of the budgets of the participating facili-
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ties represents about half the health budget of the Country) and, as we shall see below, all
the possible levels of diffusion of innovation are represented.

Some Regions are not sufficiently covered by the sample (for Apulia, for instance, only one
ASL returned the questionnaire), while other Regions are totally silent (Basilicata, Molise,
Valle d’Aosta, Marche); for these five Regions it is not possible to calculate indicators of dif-
fusion at the Regional level. This circumstance however does not critically affect the vali-
dity of the general model and the representation of the phenomena. The individual Regions,
if they deem so, will complete and update the picture of the situation for planning their ac-
tion.

According to the methodology developed, the elementary data (yes/no answers, percenta-
ges, multiple choice questions, etc.) of the questionnaire were appropriately processed to ob-
tain 145 “micro-indicators” broken down within functional macro-areas used to describe
homogeneous phenomena.

The micro-indicators are expressed on a scale between 0 and 100 and constitute a numeri-
cal, flexible and at the same time coherent base for all the analyses performed, and they are
used to create indicators at various levels of abstraction, through weighted averages accor-
ding to specific criteria. 

Diffusion data of the various components of the Platform – from Par. 2.2.1 to Par.
2.2.8
The data provided are the outcome of a census carried out by the Osservatorio Piattaforme
of Between in support of the Department for Digitization of the Public Administration and
Technological Innovation (DDI), in the month of October 2010 with all the officials in char-
ge of Electronic Health for the Regions and Autonomous Provinces. During the survey each
representative received a precompiled questionnaire with the public information available
on the web for it to be updated and corrected. Where necessary, and in particular for fur-
ther details or clarifications on some of the data, telephone calls were made. 

Diffusion data on the online services of the health units – from Par. 2.2.9 to Par. 2.2.11
The data provided derive from the scouting of official websites of all the Local Health Units
and Public Hospitals, University General Hospitals and public and private Teaching and Re-
search Hospitals; the list of reference of facilities to be considered was drawn up in Octo-
ber 2010 – date of reference of the survey, from the official website of the Ministry of He-
alth www.salute.gov.it. As a result of a process of merging of Local Health Units in many Re-
gions, and in order to make a correct assessment of the diffusion of online services, it was
decided to consider the new website of the Units that were being merged (if available) or the
old websites of the Units present on the list. On the whole 294 health units were analysed. 

Electronic sickness certificates – Par. 2.2.12
The data provided are the outcome of surveys carried out within the Department for the Di-
gitization of the Public Administration and Technological Innovation (DDI) updated as at No-
vember 2010.
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CHAPTER 3. SCHOOLS AND UNIVERSITIES

Diffusion of ICT in the schools at the local level – Par. 3.2
The data presented derive from a sample survey carried out by the Osservatorio Piattaforme
of Between in June 2010 through a questionnaire administered via telephone to more than
1500 schools stratified by Level, State/Non State and by Region. The questionnaire concerned
the use of ICT in school activities and in school-parent relationships. 

The  Innovascuola Portal – Par. 3.2.1.1
The reported data are the outcome of internal surveys by the Department for the Digitization
of Public Administration and Technological Innovation (DDI) on the adhesions and access to
the Portal (November 2010).

The distribtion of MIBs in the schools – Par. 3.2.1.2
The reported data are the outcome of the processing of data on the distribution of MIBs of the
Ministry for Education, Universities and Research, of the Department for the Digitization of
Public Administration and Technological Innovation, and of CISIS. The data are updated as
at the month of November 2010.

The Scuola Mia  Portal – Par. 3.2.3.1
The reported data are the outcome of internal surveys by the Department for the Digitization
of Public Administration and Technological Innovation (DDI) on the adhesions and access to
the Portal (September 2010).

The diffusion of ICT in the universities at the local level – Par. 3.3
Progress of the projects under the ICT4University programme as at the month of September
2010 is reported. Within the framework of the programme more than 110 projects submitted
by 55 out of the 67 State Universities of Italy were admitted and financed (Base of reference
: list of 67 State universities and post-graduate training institutes of the Ministry for Educa-
tion, Universities and Research – MIUR)

CHAPTER 4. JUSTICE

This Chapter was entirely produced by the Department for Judicial Organization, Staff and
Services of the General Directorate for IT and Automation of the Ministry of Justice. The is-
sues analysed describe the functioning and the electronic Services of the Civil Proceedings
and the diffusion of their main components across the Country. Data on the diffusion of the
Electronic Civil Proceedings (ECP) are updated as at December 2010.

CHAPTER 5. INFOMOBILITY 

All the indicators present in the Chapter Infomobility were processed by the Osservatorio
Piattaforme of Between on the basis of the following surveys:
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• census of the websites of the Local Public Transport Companies and of the institutio-
nal sites of 110 Capital towns  updated as at October 2010;

• analysis of national and local programmes and projects on Infomobility, Information
Society, Transport and Mobility;

• analysis of documents of municipal and provincial town planning, traffic and mobi-
lity plans;

• interviews of officials in charge of regional and local mobility.

CHAPTER 6. SERVICES FOR BUSINESSES, SERVICES FOR EMPLOYMENT

SUAP on-line – Par. 6.2.1
The data derive from a census carried out by the Osservatorio Piattaforme of Between in Ju-
ly 2010 on the websites of 117 Municipalities that are capital towns, 107 Provinces and 21
Regions and Autonomous Provinces. In particular, a total score (0-300 points) is provided as
an indicator which reflects the availability of SUAP Services online, subsidiarity and diffe-
rent levels of transaction. 

Incentives for businesses and e-procurement services – Par. 6.2.2 and 6.2.3
The data derive from a census carried out by the Osservatorio Piattaforme of Between in De-
cember 2009 on the websites of 117 Municipalities that are capital towns, 107 Provinces and
21 Regions and Autonomous Provinces. In particular, a total score (0-300 points) is provi-
ded as an indicator which reflects the availability of Services, subsidiarity and different le-
vels of transaction. 

IT employment systems (SIL) – Par. 6.3.1
The section on IT services for employment includes data processed by the Ministry of La-
bour and Social Policies, on the diffusion of IT employment systems (SIL) and on the data re-
lative to Provinces that are part of the LABOR project taken from the portal of reference of
the project  www.upinet.it/labor.

Mandatory reporting – Par. 6.3.2
The data on the modalities for delivering mandatory reports are the outcome of a census of
the services available on the portals of the 21 Regions and Autonomous Provinces carried
out by the Osservatorio Piattaforme of Between in November 2010.

Services for matching the demand for and supply of jobs – Par. 6.3.3
The data derive from a census carried out by the Osservatorio Piattaforme of Between in De-
cember 2009 on the websites of 107 Provinces and 21 Regions and Autonomous Provinces.
In particular a total score (0-200 points) is provided as an indicator which reflects the avai-
lability of services online, subsidiarity and different levels of transaction. 
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CHAPTER 7. PUBLIC DATABASES

Connecting the Regions and Municipalities to the INA-SAIA system – Par. 7.2.4. 
and 7.2.5
The reported data are the outcome of internal surveys of the Ministry of the Interior and of
DigitPA and refer to the August-October 2010 time period.

Level of adhesion to the land registry data exchange system – Par. 7.3.2 and 7.3.3
The data referring to the adhesion and use of data exchange services on the Municipalities’
Portal as at 31/12/2009 are reported. The data derive from internal surveys of the Agency for
the Territory and their base is the 7,759 Municipalities managed by the National Land Regi-
stry IT System. The data refer to 19 Regions since the Autonomous Provinces of Trento and
Bolzano are endowed with an autonomous Land Registry and are not connected to the Na-
tional Land Registry IT System.

CHAPTER 8. TECHNOLOGICAL ENDOWMENT, NETWORKS AND
INFRASTRUCTURAL SERVICES OF THE PA

Connecting the Central and Local Public Administrations (CPA and LPA) to the Na-
tional Network System and deployment of domain ports in the CPA – Par. 8.3.4.1 e
Par. 8.3.4.2
The reported data are the outcome of the monitoring of the National Nework System (SPC)
by DigitPA.

Deployment of domain ports in the Regions. – Par. 8.4.1
The data were provided by the CISIS – ICAR plus Project.

CHAPTER 9. BROADBAND INFRASTRUCTURE COVERAGE

The data shown are the outcome of the work done by the Communications Department of
the Ministry for Economic Development which defined a procedure for analysing the na-
tional Digital Divide so as to identify its size and distribution across the Country and mo-
nitor the effects of public and private actions being undertaken to remove this gap.

The calculation model used to identify and locate the “resident population” that does not ha-
ve access to broadband services, analyses various levels of coverage of the service by over-
lapping the various fixed network and wireless technologies available for this purpose. The
geographic distribution of the resident population, inferred from the ISTAT data bases, is used
to calculate the quota and distribution of the population served by the various technologies
and hence plan actions for implementing broadband networks. 

The model uses georeferential data obtained from the last ISTAT census (data from 2001, ba-
se 8101 Municipalities, 103 Provinces) of the more than 380,000 census sections that con-



stitute Italy as a distribution base of the population across the Country. This database was
juxtaposed onto the database of the distribution of antennas of the four national mobile ope-
rators that deliver third generation radio access services, and then, on the distribution of an-
tennas of WiMax operators, and last generation radio access technology.

Specific knowlege of the network infrastructure and the use of calculation algorithms of co-
verage, based for instance, in the specific case of radio access, on the characterization of ur-
ban, suburban and rural zones, made it possible to analyse the territory in great detail, and
come up with a classification of each of the census sections depending on type of broadband
coverage (obviously to be interpreted as the most common probabilistic situation inside each
section). In particular, each section was characterized by the broadband coverage by fixed
network on traditional network in copper at 20 Mbit/s or 7 Mbit/s, by radio coverage using
third generation technology or WiMax.  Also the areas not covered were highlighted (or co-
vered at bandwidths lower than those classifiable as “Broad” band), and all the zones for
which coverage is only nominal because the service offered is actually not “broad” band owing
to problems linked to distance (long line) or urban density.  The detail of the analysis shows
up all the zones suffering from digital divide due to lack of fixed and/or mobile network as
well as all the areas that are potentially at risk of “long line” because of the distance from
the closest fixed network switch. 

Methodological Notes
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REGIONS FACT SHEETS

E-gov in a snapshot 
The data sources and periods of reference of surveys are described in the following diagram.



Methodological Notes
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E-Gov at the local level 
The sources of land cartography representations are described in the following table:

The Projects 
The Projects were selected and drawn up by the Regions.
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The term broadband is used to refer to technologies having
transmission speeds of 2 or more Mb/s, at least in one of the
two directions (download/upload) of digitized information
contents. Broadband is used in terms of access technology
(xDSL, fibre optic, satellite, wireless-LAN, UMTS, cable TV
and digital TV broadcasting), of transmission speed (measu-
red in kbps or mbps), which is different depending on the ser-
vice requested also within the same type of technology (e.g.
current ADSL offers), and in terms of contents provided (trai-
lers of high definition films, cartoons, 3-D video-games, vi-
deo on demand, Internet radio, video conferences, etc.)

The Electronic Identity Card (EIC) is a means of personal iden-
tification and authentication for accessing web services of the
PA as envisaged in the Digital Administration Code. The do-
cument was tested starting in 2000 with a project which was
the result of an initiative of the Ministry of the Interior in coo-
peration with 156 Municipalities. Once the testing phase is
completed the EIC will be available to all citizens.  The techni-
cal rules of the new personal recognition document are indi-
cated in the Interministerial Decree of 8 November 2007. The
electronic identity document contains all the identification
data and official information regarding the individual and
will function also as a Services card. Stored on a microchip
and optic band, the Card contains personal data (tax code, re-
sidence and citizenship), numerical code of the Municipali-
ty that issued it, the date on which it was issued and the ex-
piry date, besides the signature of the holder, photograph and
indication of the card not being valid for going abroad, if that
is the case. The document may also contain the administra-
tive data of the National Health Service and all the digital si-
gnature information.  

This is a smart card which enables the holder to have access
to the PA’s online services anywhere in the Country. 

Broadband

Elettronic Identity
Card (EIC)

National  Services
Card (NSC)

GLOSSARY
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This is an innovative and strictly personal Card, valid as he-
alth card, European health insurance card, and tax code. The-
se functions are available immediately without the need to
request their activation and the issuing of the PIN.  The RSC
is to be produced for all the operations of the Regional Health
Service and for going abroad. Once the RSC has been activa-
ted and the user has received the PIN, thanks to a technolo-
gy which ensures safe identification on the Internet, the RSC
makes it possible to have access to the digital services offe-
red by the Regional Public Administration also via the Inter-
net. In particular, the card can be used for the services issued
by local Bodies of various types, but mainly health services
and schools. Furthermore, it can be used to: ask for certifi-
cations and medical services, safe payment of public servi-
ces, access medical reports, retrieve one’s personal health hi-
story with a view to continuity of care, choosing/revoking
one’s GP and much more. 

The CTU plays the role of Assistant of the Judge within the
scope of competencies defined by the Code of Civil Procedu-
re. He answers the queries of the Judge during the session
when he is given the assignment and he reports on the results
of his work. 

The CUP enables citizens to book a wide range of health ser-
vices and specialized examinations by making a simple tele-
phone call from a fixed line to the dedicated toll free number.
The aim of the CUP is to manage the delivery of health ser-
vices to citizens with certainty as to appointments in com-
pliance with the clinical problems of the patient. 

This is an administrative requirement under which anyone
wishing to do works inside a building without changing the
original plans must submit a report (signed by a certified pro-
fessional) to the administration with competence on bulding
activities.  Through this tool the technical offices of the Mu-
nicipalities can supervise the building activities going on in
their area of jurisdiction. 

Management of local clinical documentation – this is an elec-
tronic clinical report of individual patients who give appro-
val for access by one or more users who are capable of asses-

Regional Services
Card (RSC)

Expert Witness
(CTU)

Single Booking
Centre for health

services(CUP)

Statement of 
beginning of home

restructuring
works (DIA)

Electronic Patient
Record (EPR)
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sing the information simultaneously and irrespective of their
physical location. 

The term e-procurement indicates the set of technologies,
procedures, operations and organizational modalities that al-
low the acquisition of goods and services online between bu-
siness (Business-to-Business B2B trade), between businesses
and consumers (B2C) and between Businesses and Public In-
stitutions (Business to Government - B2G), thanks to the pos-
siblities offered by the development of the Internet and elec-
tronic trade. 

This is a special type of electronic signature which is quali-
fied on the basis of a pair-based asymmetrical key system
(certified under D.P.R. n° 445/2000), a public and a private key,
which enable the holder (through the private key) and the re-
cipient (through the public key) to disclose and check the ori-
gin and integrity of an electronic document or of a set of elec-
tronic documents.

This is the computerized geographic IT system that enables
the capture, storage, analysis, visualization and retrieval of
geo-referenced information and data. 

Established with Decree of the President of the Council of Mi-
nisters of 31 October 2000, laying down technical rules for the
IT protocol in the Public Administration, the PA Index (or IPA)
describes the organizational structure of each accredited ad-
ministration with the hierarchical structure of their units or
offices. Each unit is matched with its active Certified E-mail
addresses (PEC) and with any applications services available
online. Therefore the IPA constitutes a point of reference for
identifying and accessing the organizational facilities and
electronic services offered by the Central and Local Public Ad-
ministration. In addition, the IPA contains all the information
for exchanging e-mail messages through the institutional ad-
dresses associated with the IT protocol systems. In order to
publish information on the IPA, the Central and Local Public
Administrations must be accredited following the procedu-
re described in the accreditation section on the website. 

e-Procurement

Digital signature

Geographical 
Information 
System (GIS)

Index of the Public
Administration and

of homogeneous 
organizational 

areas (IPA)
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This is an electronic device of the size of a traditional scho-
olroom blackboard that you can write and draw on using vir-
tual ‘chalk’. Linked to a personal computer it reproduces the
screen and by maintaining the classical teaching paradigm
centred on the board, it offers multimedia options. It provi-
des access to the Internet and the possibility of using teaching
software with a shared system. On the basis of the technolo-
gy used to interact with the computer, there are currently six
types of multimedia interactive boards: electromagnetic,
analog-resistive, infra-red based optical boards, laser, ultra-
sound and boards based on image recognition techniques. De-
pending on the technology used, there are ad hoc “chalks” or
the user can interact with the computer by touching the bo-
ard with any object or simply with one’s fingers. 

This is a digital market for the PA where the registered admi-
nistrations can search, compare and purchase the good and
services (for values below the EU threshold) offered by eli-
gible suppliers through their catalogues uploaded into the sy-
stem. CONSIP defines the types of goods and services and the
general terms and conditions in ad hoc Calls, it manages the
eligibility procedure and registration of suppliers and Public
Administrations.

This is an intranet/internet site that enables personalized
electronic cooperation between Judicial Offices and Lawyers;
authorized lawyers have access to the data on the civil cases
updated  the day before. 

This infrastructure, which consists of a set of IT applications
and technological infrastructure accessible via the web, ena-
bles lawyers to access the dossier held by  the clerk of the
Court electronically, submit briefs and documents without
having to go to the Court offices, notify the deeds to the par-
ties, and access the databases of the various judicial offices
to read the Court decisions and Rulings.  Deeds can be depo-
sited both for obtaining information about the progress of a
case and for retrieving the electronic file. The electronic sub-
mission of IT documents has legal value, they bear electro-
nic signatures and are forwarded via a point of access and
central manager on safe channels (authenticated and encryp-
ted); the deeds, accepted by  the clerk of the Court, are filed

Multimedia 
interactive 

boards (MIB)

Electronic Market
of the PA  (MePA)

Polis WEB 

Electronic Civil
Trial (ECP)
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away and preserved in the IT file; they are in PDF format and
are accompanied by structured data (in XML format) that au-
tomatically feed data into the registers  of the clerk of the
Court. This is available only for Civil Court cases (under D.P.R.
n° 123/2001). 

The IT system of the Civil Justice system which enables ex-
ternal users to interact with the system subject to strong au-
thentication (smart card) at a point of access authorized by
the Ministry of Justice; the points of access are all connec-
ted to the central manager via a single access port to the sy-
stem. 

This system enables the clerks of the Court to manage the re-
gisters of the office for contentious, labour or voluntary/pro-
bate jurisdiction, and judicial offices to send notifications to
the lawyers and technical experts through certified electro-
nic mail. 

This system enables the clerks of the Court to manage enfor-
cement orders (financial, real-estate enforcements, bankrupt-
cies) and judicial offices to send notifications to the lawyers
and technical experts through certified electronic mail.

This is a set of organization facilities and IT resources con-
nected in a network and operative with the Central Admini-
strations, the Regions, the Provinces and the Local Bodies
with the aim of gathering, processing and diffusing data on
job finding and active employment policies. Its tasks, defined
in Article 11 of Leg. Decree 469/97, are to: facilitate the mee-
ting of the supply and demand for jobs across the country, mo-
nitor the labour market so as to prevent cases of social exclu-
sion and, finally, deliver job guidance services.  The system
is intended to support, on the one hand, the Job Centres and
on the other the workers, operators and businesses; in addi-
tion it facilitates the decision-making activities of the Mini-
stry of Labour and Social Policies whose task is to give impul-
se and coordinate the system. With Act n° 30 of 2003, the SIL
was replaced by the National Labour Exchange Service, a
new internet service designed to stimulate the matching of
supply and demand, and addressed to citizens, businesses,

Civil Justice 
System (SICI)

The IT Labour and
Cognition System

(SICID)

IT System for 
financial, real estate,

and bankruptcy 
enforcement 

orders (SIECIC)

IT Employment
System (SIL)
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public and private  intermediaries and freely accessible from
any point of the network. 

This system constitutes the enabling infrastructure for appli-
cations communications between Public Bodies and is aimed
at enabling interaction between the IT systems of the PA to
ensure integration of the metadata of the information and of
administrative proceedings in compliance with the principles
of  data and procedure control, full autonomy of internal choi-
ces and integration according to consolidated standards. 

This is a service for businesses that simplifies administrati-
ve procedures by having them fulfilled in a single office hen-
ce saving time. The new portal dedicated to the SUAP provi-
des information on the services provided by the One-stop
shop, on the types of administrative authorization procedu-
res, the time required to issue the deeds and the duties to be
fulfilled in order to start and manage a business. 

The Public Connectivity System (SPC) is defined as “the set of
technological infrastructure and technical rules for the de-
velopment, sharing, integration and diffusion of the body of
information and data of the Public Administration required
to ensure basic and advanced interoperability and coopera-
tion on applications of IT systems and of information flows,
ensuring safety, confidentiality of the information as well as
protection and autonomy of the body of information belon-
ging to each Public Administration”.  The purposes of the sy-
stem, as indicated in Article 77 of the CAD, are to: provide a
set of network services shared by the interconnected PA, gra-
dable so that different needs can be met; ensure interaction
with the Central and Local PA with all the other bodies con-
nected to the Internet, as well as with the networks of other
bodies, promoting the delivery of quality services for citizens
and businesses; provide a shared interchange infrastructu-
re allowing interoperability among all currently available PA
networks; provide network and cooperation services to the
Public Administrations that apply for them, so as to enable in-
terconnection of their branch offices and hence create an in-
ternal communication infrastructure; implement a model of
multisupplier delivery of services that is consistent with the
current market situation and the sizes of the project itself;

System for 
Cooperation on

applications
(SPCoop) 

One stop shop for
businesses (SUAP)

Public 
Connectivity 
System (SPC)
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Guarantee the development of IT systems within the Public
Network (SPC) protecting the safety of the data, confidentia-
lity of information in compliance with the autonomy of the
body information of the individual administrations and with
the existing provisions on the protection of personal data. 

VoIP is a technology that converts voice signals into a digi-
tal signal hence enabling users to make and receive telepho-
ne calls via the Internet instead of the Public Switched Tele-
phone Network. With this technology calls can be made to any
part of the world without geographic differences at very low
cost via a broadband internet connection (ADSL or HDSL) and
with at least 32 kbps of guaranteed band. 

Voice Over 
Internet Protocol
or Voice through

the Internet 
Protocol (VoIP)
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