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Welcome to this sixth issue of 
Government in Action: Research 
and Practice, which now includes 
Responsive Public Management 
– a long-standing IGPDE publi-
cation, written by one of our 
research officers, that takes an 
in-depth look at a recent reform 
or innovative public management 
practice in another country. In yet 
another change, this and future 
releases of Responsive Public 
Management will contain obser-
vations and commentary from the 
people driving these reforms on 
the front line.

By bringing together IGPDE’s 
public-management research, 
academic articles, and lessons from govern-
ment bodies and practitioners in one place, we 
hope that this periodical will contribute to evi-
dence-based policy and practice

Bringing academic research to practitioners

This issue’s Comparative Analysis comes from 
Ines Mergel, a professor of public administration, 
who examines collaborative practices employed 
by digital service teams across Europe. By blen-
ding theory with practical examples, she explores 
the many ways in which governments approach 
co-production and, in doing so, shines a spotlight 
on the sheer complexity of public-policy making.

Prof. Mergel’s contribution is packed with fac-
tual and descriptive insights into what the gene-
ral objectives of a public policy – in this case, 
co-production and co-creation policy – might 
look like, offering a wealth of useful inputs 
for those shaping policy. Of course, scholarly 
research is not the only place practitioners can 
and should look for evidence. Practical guidance 
on how objectives like these are actually imple-
mented can prove equally instructive.

Fostering evidence-based 
policy and practice

In Responsive Public Manage-
ment, we share organizational 
data obtained from front-line 
experts to reveal the contexts 
in which policy is designed. 
This issue examines a forward-
thinking digital inclusion ini-
tiative developed by Portugal’s 
Administrative Modernisation 
Agency (AMA) to get more people 
with low levels of digital literacy 
accessing public services online. 
A general overview of the initia-
tive is supplemented by feedback 
from AMA practitioners, who 
share some of the difficulties 

they faced implementing the scheme.

As is tradition, the Article section sits at the inter-
section between research and practice. In this 
issue, Jacques Chevallier, an emeritus professor 
of public law, gives his thoughts on the right to 
make mistakes. It also features a video of Prof. 
Chevallier in conversation with Édouard Marcus 
who, at the time the article was written, was 
head of the Legal Department – Taxation at the 
Public Finances Directorate General (DGFiP). 
In the joint interview, they share their views on 
the Government Reform Act for a Trust-Based 
Society (ESSOC Act) and on the newly recognised 
right to make mistakes and, in doing so, help to 
bridge the divide between what are traditionally 
separate disciplines.

Readers can also follow our Twitter account     
(@igpde_gp) for updates on the latest news and 
recent reforms in public management in France, 
throughout Europe and beyond.

I hope you enjoy reading this issue.
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ARTICLE

Trust and the right to make mistakes
By Jacques Chevallier

The Government Reform Act for a Trust-Based Society (ESSOC Act) of 10 August 2018, 
known informally as the “right to make mistakes” act, aims to transform the government-
citizen relationship from one of mistrust to one in which users who make a mistake are 
presumed to have acted in good faith. Building and restoring trust – on tax affairs and 
in dealings between citizens, taxpayers, businesses and the public sector – is now high on 

the government’s agenda. In this article, Professor Jacques 
Chevallier examines the legal scope of this reform, and just 
how deep it goes.

Jacques Chevallier is Emeritus Professor of Public Law and Political Science at Université 
Paris 2 Panthéon-Assas, where he was director of the Study and Research Centre for 
Administrative and Political Sciences (CERSA) between 1998 and 2012. Prior to that, in 
1971, he founded the University Research Centre on Public Action and Politics (CURAPP) 
at the University of Picardy Jules Verne, serving as its director until 1994. The government-
citizen relationship is one of his main research interests

Transforming the government-ci-
tizen relationship is one of the central 
planks of the government’s current 
reform agenda. Rather than wiel-
ding its power to impose its views 
on society, the government should be 
“considerate and open”  and support 
citizen-led initiatives. The “Govern-
ment Reform Act for a Trust-Based 
Society” of 10 August 2018 seeks 
to forge a new relationship between 
government and society, built on “trust”, in order to 
shape a “new, collective way of working”. The idea is 
that, by trusting citizens, the government will in turn 
earn their trust, thereby helping to close the legitimacy 

gap in public institutions. Behind the 
Act lies a vision of a government that 
“advises and serves” and that is “sup-
portive”, “responsive” and “engaged” 
in its dealings with citizens. Likewise, 
citizens should receive “more advice 
and support in managing their 
affairs” and the government should be 
“less quick to penalise citizens when 
they make obvious mistakes”. Citizens 
should have the “right to make mis-

takes” because they have to navigate a “growing, 
increasingly complex and sometimes contradictory set 
of standards and obligations that, all too often, they 
struggle to recognise and understand”.

“ The Act does not, in 
fact, enshrine the right 

to make mistakes, 
but rather to correct 

mistakes made in good 
faith. „

1 Unless stated otherwise, this and other quotes in this article come from the explanatory statement and impact assessment 
for the Government Reform Act for a Trust-Based Society of 10 August 2018.
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How the “right to make mistakes” works
The term “right to make mistakes” is, in itself, somewhat 
misleading. The Act does not, in fact, enshrine the 
right to make mistakes, but rather to correct mistakes 
made in good faith in order to avoid penalties.

More specifically, the Act allows citizens to fix “cor-
rectable” mistakes in mandatory returns and filings, 
provided they do so before the relevant deadline (if any) 
– mistakes that, if not fixed, would attract penalties. 
The right covers material errors and mistakes stem-
ming from ignorance of an applicable rule.

This right comes with certain conditions attached. 
First, citizens can only plead ignorance of a rule once 
– in other words, the right only applies the first time a 
mistake is made. And second, they must not have acted 
in bad faith or committed fraud. In this case, the burden 
of proof rests with the government. The Act therefore 
establishes a new principle, by which “the government, 

as a matter of course, trusts natural and legal persons 
acting in good faith”.

The Act sets out two ways in which citizens can cor-
rect mistakes: “proactively” (the citizen corrects the 
mistake without being prompted) and “reactively” (the 
government notifies the citizen of the mistake and asks 
them to correct it). As long as newly supplied informa-
tion is correct, the citizen will not be penalised for the 
original mistake.

This new arrangement brings with it a series of 
obligations for the government. First, it must check 
whether the citizen has made the same mistake before, 
or whether there is any evidence of bad faith or fraud. 
If not, the government must ask the citizen to correct 
the mistake. If the mistake is fixed before the relevant 
deadline (if any), no penalty applies.

What the right means in practical terms
The Act represents a fundamental shift in how the 
government perceives citizens. They now have the right 
to make mistakes (a right that was largely unrecognised 
in public law), and any mistakes are presumed to have 
been made in good faith. In other words, the Act puts an 
end to the traditional relationship of mistrust and suspi-
cion as standard.

Citizens are no longer seen as passive 
subjects dutifully accepting penalties 
when they get things wrong, but as 
active agents who have the right to 
correct their mistakes. In this new 
paradigm, the government has a duty 
to engage with citizens, as partners, 
before it penalises them. So in that 
sense, the Act fundamentally alters 
the traditional balance of power, in which the govern-
ment sets and enforces the rules and citizens merely 
obey. Perhaps more important still, the Act refo-
cuses the relationship on the citizen. According to the 

explanatory statement, the idea is to place “citizens at 
the heart of the law”.

The “right to make mistakes” is just one of several new 
rights introduced by the Act. It also recognises the “right 
to control” (which allows citizens to ask the authorities 

to check that their practices are com-
pliant), as well as establishing the 
justiciability of circulars and making 
advance rulings binding on the govern-
ment. Insofar as the Act grants citizens 
a series of rights in their dealings with 
the government – rights that are set 
to grow in number and scope – it is 
consistent with a broader movement 
towards the subjectivisation of what 
has traditionally been viewed as an 

objective body of law. And because the Act requires the 
government to consider the intent behind any breach of 
the rules before applying penalties, it once again intro-
duces subjectivity into an area that has long been consi-
dered objective..

What the right means in legal terms
The new right was initially treated with scepticism. First 
of all, there were similar, pre-existing rights in relation 
to both tax and social security filings in French law and 
procedure. Art. L. 62 of the Book of Tax Procedures, 

for instance, sets out a procedure for correcting “errors, 
inaccuracies, omissions and other defects” in tax returns, 
while Art. R. 243-11 of the Social Security Code allows 
employers to correct mistakes in social security filings. 

“ The Act puts an 
end to the traditional 

relationship of 
mistrust and 
suspicion as 
standard. „
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TRUST ANd THE RIGHT TO MAkE MISTAkES

Moreover, as established in the Conseil d’État opinion of 
23 November 2017, the right only applies in areas where 
no specific arrangement exists. Consequently, several 
types of penalty fall outside its scope, including penalties 
for non-compliance with EU law, penalties for failure to 
follow rules relating to public health, the safety of people 
and property, and environmental protection, contractual 
penalties, and penalties imposed by regulatory autho-
rities. And last but by no means least, the associated 
conditions (“the first time” and “good 
faith”) are vaguely worded, leaving 
them open to wide interpretation.

At a deeper level, while this new 
arrangement is much needed amid an 
increasingly complex legal landscape, 
it is but a mere sticking plaster. It 
recognises the problem but does not 
fix it. The real answer lies in making 
the law itself simpler, through a mul-
tifaceted policy that tackles the issue from several 
angles. First, the government needs to slim down the 
law by trimming the existing body of rules and restrai-
ning future legislative initiatives. One way to achieve 
this would be to subject proposed laws to a cost-benefit 
analysis (and, in the process, improve the way impact 

assessments are carried out to address quality incons-
istencies and disincentivize sub-standard assessments). 
Second, the law needs to be made clearer – in other 
words, legislation needs to be better drafted, in plain 
and easy-to-understand language. These are absolute 
preconditions of any clarification exercise. And third, 
more flexibility should be built into the law to give 
those tasked with enforcing it greater leeway. But it 
is important to maintain a sense of perspective here: 

while nobody would argue against 
simplifying the law in principle, 
any efforts in this direction will, by 
their very nature, be piecemeal and 
unfinished..

Turning again to terminology, one 
might ask whether the new arrange-
ment is actually a right or whether it 
is, in fact, an obligation. Remember: 
citizens do not have the right to make 

mistakes, but merely the right to correct mistakes made 
in good faith. So in that sense, they have an obliga-
tion to correct mistakes – or face penalties. By giving 
citizens the opportunity to remedy a temporary breach 
of the rules, the Act is designed to ensure that the law 
is properly enforced, and that due process is followed..

How the right is being implemented
In 2019, the French Ombudsman noted various 
shortcomings in implementation of the new arrange-
ment in relation to social security filings. The report 
noted with regret that the Directorate for Social Secu-
rity had issued no guidance on how to apply the right 
to make mistakes, recommended informing users about 
their rights and obligations, and called for the rules 
on mandatory returns and filings to be simplified and 
harmonized to reduce the risk of error. In its response, 
the Directorate for Social Security said it was wor-
king to address these issues. It highlighted the decree 
of 11 October 2019, which introduced a rule whereby 
no penalties would apply for delays, omissions or inac-
curacies in social security filings and payments, and 

explained that the Central Mutual Insurance Fund for 
Farmers (CCMSA) and the National Family Allowance 
Office (CNAF) were running an information campaign 
to make sure the rules were widely understood.

The steps taken so far are unquestionably making a 
positive difference. On 4 June 2019, the government 
launched a new website (www.oups.gouv.fr) listing 
the most common mistakes, with a separate section 
for each agency or department. There is now a one-
stop shop for reporting and correcting mistakes – 
especially relating to tax filings – across all areas 
of government. And agencies and departments now 
have a duty to be proactive in detecting mistakes and 
notifying users.

Will the right to make mistakes help to build trust in the 
government-citizen relationship?
It is still too early to answer this question with confi-
dence, since it will take time to assess how government 
and citizens adjust to the new arrangement. Building 
trust in the government-citizen relationship, which is 

precisely what the Act sets out to achieve, is a complex 
and multifaceted process.

Enshrining the right to correct mistakes is just one (ulti-
mately minor) manifestation of a broader movement to 

“ One might ask 
whether the new 
arrangement is 

actually a right or 
whether it is, in fact, 

an obligation. „
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strengthen citizens’ rights. All the 
evidence suggests that this aim has 
now risen to the top of the govern-
ment’s agenda. After all, the stated 
aim of the 2015 Code on Relations 
between the Public and the Admi-
nistration (CRPA) is to “facilitate 
and strengthen dialogue between 
the government and citizens”. The 
days of citizens as mere subjects 
or users are gone. They now enjoy 
a series of rights in their dealings 
with the government, including 

the right to information, the right to 
good administration, the right to be 
involved in decision-making and in 
the functioning of government, and 
the right to access services (which is 
underpinned by the enforceability of 
certain rights). Introducing the right 
to make mistakes is yet another step 
in the same direction – a movement 
that is, slowly but surely, reshaping 
the traditional relationship between 
citizens and government..

Sources

Conseil d’État opinion on the Government Reform Bill for a 
Trust-Based Society, 23 November 2017.

Impact assessment for the Government Reform Bill for a 
Trust-Based Society, 27 November 2017.

National Assembly, Report by Stanislas Guerini on behalf of 
the special committee, Parliamentary papers, No. 575, 18 
January 2018. 

Senate, Report by Pascale Gruny and Jean-Claude Luche on 
behalf of the Senate Standing  ommittee on Social Affairs, 
Parliamentary papers, No. 329, 22 February 2018.

A. Perrin, A. Vidal-Naquet, “Quel droit à l’erreur ?”, Actua-
lité juridique: Droit administratif, No. 32, 2018, pp. 
1837-1849.

B. Plessix, “Le droit à l’erreur et le droit au contrôle”, Revue 
française de droit administratif, No. 5, 2018, pp. 847-855.

French Ombudsman, Le droit à l’erreur, et après ?, 2019 
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“ Enshrining the right 
to correct mistakes is 
just one (ultimately 

minor) manifestation 
of a broader movement 
to strengthen citizens’ 

rights. „
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The right to make mistakes
Jacques Chevallier 

and Édouard Marcus

In this interview, recorded on 22 May 2019 at the 18th International Public Management 
Symposium (RIGP), Professor Jacques Chevallier talks to Édouard Marcus, then head of 
the Legal Department – Taxation at the Public Finances Directorate General (DGFiP), 
about the scope and implications of the “right to make mistakes”.

Highlights

00 : 22 : How would you define the 
right to make mistakes?

07 : 32 : What does this new right 
aim to achieve? 

13 : 55 : What effects has it had?

18 : 55 : What are the benefits and 
drawbacks of the right to make 
mistakes?

 

You can watch the full interview here:
https://www.economie.gouv.fr/igpde-editions-publications/action-publique-recherche-pratiques

Interview in French, with subtitles. Length: 29 minutes.

Joint interview:  
practitioner and researcher

https://www.economie.gouv.fr/igpde-editions-publications/action-publique-recherche-pratiques
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C OMPARATIVE ANALYSIS

Reforms to build the digital state have steadily risen to the top of the agenda in the past decade 
– especially in Europe, where digital service teams, reporting to the highest levels of govern-
ment, have been created to spearhead digital transformation initiatives. Although these ser-
vices are often federal, national or central government bodies, the work they do affects every 
layer of government, right down to the municipal or local level. This article compares 

approaches across several European countries, drawing insights 
into how these digital service teams are co-creating public value 
for internal and external users.

Digital service teams in government: 

Digital service teams – IT units outside the cen-
tralized CIO’s office – are set up to respond to 
complex governmental and societal challenges 
in a responsive and agile manner. DSTs emerge 
as a third space between centralized and decen-
tralized IT departments that are triggered by 
large-scale IT failures and the need to abandon 
black swan IT projects - tasks that traditional 
CIO offices were not able to handle so far.

For this article, I analyzed the context factors 
in which digital transformation activities occur 
include organizational embeddedness at the 
top of federal, national or central government 
organizations, reasons for their creation due to 

long-term investment gap, IT expenditure fai-
lures, modernization backlogs, and the necessity 
to bring broad ranging change to simplify the 
implementation of digital transformation efforts 
and build central standards for their realization. 
The co-creation activities include co-initiation/
commissioning, co-design, co-implementa-
tion/-management, and co-assessment phases 
and their related challenges for digital service 
teams. Finally, I will discuss how digital service 
teams create public value, such as economic, 
administrative, democratic, and citizen values.

What is unclear from current practices and 
not well covered in the existing IT governance 

Ines Mergel is Professor of Public Administration in the Department of Politics and Public 
Administration at the University of Konstanz, Germany. She is a member of the National 
Academy of Public Administration (Washington, P. ., United States). Her research focuses 
on e-government and related topics such as digital transformation, agile government and 
user-oriented design.

An international comparison of new IT 
governance structures

By Ines Mergel
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literature is how these digital service teams 
operate in order to co-create public value. 
As a result, we aim to answer the following 
research question: How do digital seriice teams 
co-create value for internal and external users?

In order to understand how public adminis-
trations are co-creating public value, I haven 
chosen a qualitative approach and conducted 
case studies in several countries. The chosen 
cases were derived from initial expert inter-
views and a policy tracing. The cases focus 
on high-level digital service teams in charge 
of initiating and implementing digital trans-
formation in their countries. While the teams 

are generally located on the federal, national, 
or central government level, their processes 
include state and especially municipal or local 
government public administrations.experts et 
d’un suivi des politiques publiques en la matière.

The selected cases depict digital service teams 
in the UK (Governmennt Digital Service), Italy 
(Team Digitale), Belgium (BOSA’s DG Digital 
Transformation), France (DINSIC - Inter-mi-
nisterial Directorate for Digital and Infor-
mation and Communication System), Spain 
(Secretary General for Digital Transformation) 
and Denmark (Danish Business Authority).

Founding and context of digital service teams
Most digital service teams were founded during 
the last decade and emerged out of existing digi-
tization efforts. Most notably, the 
UK’s government digital service 
team was not built on existing 
infrastructure, but on purpose set 
up outside the existing context 
and even physically moved into 
a geographic location in London 
where usually start-up businesses 
are housed. Other digital service 
teams emerged out of existing 
units, such as Belgium’s BOSA, which was ori-
ginally founded in 2001, but then renewed in 
2017. In Spain, the origin was a 2013 report by 
the Public Administration Reform Committee 
(CORA) identifying the need of the CIO to act 
on the leadership of policy action and coordina-
tion leading the creation of the current digital 
team in 2016.

All units are organizationally embedded at 
the highest level of government as part of the 
national, federal or central government efforts 
to digitally transform its operations. As an 
example, Spain’s General Secretariat of Digi-
tal Administration is part of the Secretary 
State for Public Function (Ministry of Terri-
torial Policy and Public Function), UK’s GDS 
is mart of the Home Office, Penmark’s Panish 
Business Authority is part of the Ministry of 
Business and Finance, Italy’s Team Digitale 
is Presidency of the Council of Ministers and 
France’s DINSIC is embedded in the Prime 
Minister’s office 

The high-level prominence of the location hint-
sat the central authority digital service teams 

are given. The funding varies 
across countries –depending on 
the size of the country, empha-
sis on digitalization efforts and 
digital teams’ attributions and 
lies between €10 mio. and €80 
mio. per year.

Digital service teams were 
founded for a variety of reasons, 

that are either of policy or technological nature 
– usually however, both are highly intertwined. 
Some teams noted that large-scale IT failures, 
“exploding” IT expenditures, modernization 
backlogs, and frustration among civil servants 
using outdated technology and services have 
led to low citizen satisfaction with off- and 
online services. Others understood that tech-
nological capacity and capability needed to be 
reintegrated into public administrations, which 
had been for years outsourced to external IT 
service providers or consultants. A centralized 
IT governance structure was therefore neces-
sary to coordinate efforts, work toward simpli-
fication and standardization in order to digi-
tally transform the public sector. Leadership 
of policy action, coordination, interoperabi-
lity, efficiency and efficacy were reasons often 
mentioned as drivers for the creation of digi-
tal teams, especially in big and complex coun-
tries where coordination failures often hamper 
modernization processes.

“ Digital service teams 
were founded for a 

variety of reasons, that 
are either of policy or 

technological nature „
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Value creation through digital service teams

In order to understand what the values are that 
digital transformation projects initiate, I iden-
tified four different types of public value from 
the literature (Alford & O’Flynn, 2009).

From an instrumental perspective, I use the 
notion of economic value to highlight the per-
formance measurement side of the public value 
discussion. Economic value focus 
on the indicators that show how 
efficient and effectively public 
administrations deliver public 
services (Alford & O’Flynn, 
2009) and whether they were 
achieved. In digital transforma-
tion projects, economic value is 
directly tied to the overall goal 
of increasing efficiency and 
effectiveness in public service 
delivery. At the UK’s GDS, cost 
savings were generated at the 
beginning when GDS detected 
fraud by external contractors 
who charged the government multiple times 
by selling government-wide licenses on every 
level of government several times. Other digi-
tal service teams aim for costs savings based 
on their simplification strategies (BOSA, DBA, 
General Secretariat of Digital Administration, 
Team Digitale).

Simplifications and automation expectations 
are leading to paper reduction as well as to 
lower numbers of direct and personal interac-
tions between stakeholders and government 
by lowering the number of human resources 
necessary for standard tasks. In addition, 
staff can be reassigned to other tasks that 
might be more complex to solve, need cross-
agency interaction, or direct interventions with 
the stakeholders. At DINSIC in France, La 
Bonne Boîte reported that 24,000 months of 
unemployment were avoided in 2016 through 
simplifications of processes. Demarches-sim-
plifiees.fr reports 50% reduction in adminis-
trative processing time. Similarly, Belgium’s 
BOSA reports through its Digital Dashboard 
an annual cumulative cost reduction of €32,5 
million.

Costs savings for stakeholders using the newly 
developed tools are expected in form of time 
savings through the reduction of the number 
of interactions with government (DBA, Team 

Digitale). An increased number of beneficiaries 
can be served and the amount of transactions 
accomplished through digital services can be 
increased through digital services, such as elec-

tronic ID card and digital identities. What is 
necessary is to develop support tools for public 
servants in the development of customized ser-

vices; as well as training and 
courses for public servants. 
Howeier, at this stage of the digi-
tal transformation of public admi-
nistrations, most cost savings 
are expected in form of future 
savings. As a matter of fact, at 
this point millions of Euros still 
need to be invested and expec-
tations are high to realize the 
expected value.

I include the creation of admi-
nistrative values as part of the 
procedural perspective. These 
values refer to the actions and 

procedures of the public administration itself. 
They include values such as responsiveness in 
service delivery, responsibility, and accounta-
bility (Bannister & Connolly, 2014).

Administrative values occur through the rede-
sign of internal administrative service which are 
directly tied to external service provision, for 
example, through automation. By not only sim-
plifying the external access to public services, 
but directly simplifying internal processing, 
administrative burden on civil servants is lowe-
red. They might need to correct data received 
from citizens less frequently, lower the number 
of missing data, or the number of interactions 
with other agencies due to inconsistencies in 
the service delivery process (UK GDS, General 
Secretariat of Digital Administration, Spain).

Examples of lower administrative burden include 
for example Spain’s Integrated one-stop shops, 
Belgium’s eID used for matching pictures to 
reduce identity fraud, its g-cloud to share digi-
tal infrastructure according to the needs of each 
administration, or France’s data.gouv.fr as an 
example to improve the quality and efficiency of 
administrations.

From a societal perspective democratic and 
societal values can be identified that focus for 
example on the rule of law, justice, free speech, 

“ In digital 
transformation 

projects, economic 
value is directly tied 
to the overall goal of 
increasing efficiency 

and effectiveness 
in public service 

delivery „
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freedom of religion, or issues surrounding equa-
lity (Bozeman, 2009, 2019).

The main democratic value is access to public 
services through the work that digital service 
teams engage in. By simplifying access to digi-
tal services, they are increasing access also to 
those who usually are excluded from gaining 
access to government services. The access 
component has several implications: On the one 
hand, people with disabilities who 
are not able to physically access 
government agencies – either at 
certain times or never – are able 
to access the services now online. 
On the other hand, by simplifying 
online access and increasing 
administrative literacy by provi-
ding simplified forms, access is 
increased for all citizens – inde-
pendent of their prior knowledge 
or digital competences (GDS, 
DINSIC).

In Belgium, value is created by simply provi-
ding access to information that citizens did not 
have access to before. As one interview partner 
highlights: 

“We want to give citizens more possibi-
lities to play with their life choices and 
events. And yes, this freedom, these new 
opportunities can be seen as a value we 

are creating: lots of people are happy to go 
on pension, they want to know if it will be 
in 5 or 3 years and it gives them relief if 
they have an idea of what the future will 
be - either in terms of time left to work, 
on in the amount they will get from the 
system, so that they can better plan.”

Digitally transforming public services often-
times also increases transparency and accoun-

tability in service delivery and is 
seen as a democratizing element 
(Spain and Italy).

Lastly, from an individual pers-
pective, I include citizen values 
which focus on how digital trans-
formation of public services bene-
fits citizens. These types of values 
include transparency, privacy, 
securing citizen rights, but also 
satisfaction through participation 
in deliberation and dialogue in 

service deliver when citizens are seen as part 
of the public service delivery (Bryson, Crosby, 
& Bloomberg, 2014). Through the ease of use 
digital services are adjusted to a plain level of 
use. This lowers the barrier for citizens to get in 
touch with the government (GDS, BOSA, DBA) 
and thus increases transparency. Most digital 
services allow for new opportunities for partici-
pation which increase the user experience and as 
a result trust and satisfaction with government.

Co-value creation activities in digital service teams

In order to extract the co-creation activities, I 
reviewed the existing literature and noticed a lot 
of overlap in definitions and applications. Some 
authors focus specifically on the relationship 
between individual citizens and a government 
service provider, while others are using much 
broader conceptualizations and summarize 
a large number of activities and interactions 
between public administrations and its many 
stakeholders.

As an example, in an early definition, Brandsen 
and Pestoff (2006:592 f.) propose a relatively 
narrow definition as they state: 

“Co-production, in our more restricted 
use of the term, refers to an arrangement 
where citizens produce their own services 

at least in part. The latter could also refer 
to autonomous service delivery by citizens 
without direct state involvement, but with 
public financing and regulation”. 

They later (2016:431) define co-production as “a 
relationship between a paid employee of an orga-
nization and (groups of) individual citizens that 

requires a direct and active contribution from 
these citizens to the work of the organization”. 

Bovaird and Loeffler (2016, p. 1006) also pro-
vide a broad definition of the concept by stating 
that emphasize the relationship between the 
different actors:

“User and community co-production is 
defined as: public services, service users 

“ The main 
democratic value 
is access to public 

services through the 
work that digital 

service teams 
engage in „



INSTITUTE OF PUBLIC MANAGEMENT AND ECONOMIC DEVELOPMENT

10

OMPARATIVE ANALYSISC

and communities making better use of each 
other’s assets and resources to achieve 
better outcomes or improved efficiency.“ 

Nabatchi et al. (2017:769) describe co-produc-
tion more broadly: 

“Specifically, we define coproduction as 
an umbrella concept that captures a wide 
variety of activities that can occur in any 
phase of the public service cycle and in 
which state actors and lay actors work 
together to produce benefits.“ 

Finally, Voorberg et al. (2015:1347) also 
confirm in their systematic literature review, 
that co-production and co-creation are used 
interchangeably in research and practice, and, 
in order to achieve conceptual clarity they define 
these concepts as:  

“Some clarity can be provided by making 
a difference between three types of 
co-creation (in terms of 
degree of citizen involve-
ment) in social innovation: 
(a) citizens as co-implemen-
ter: involvement in services 
which refer to the transfer 
of implementing activities in 
favour of citizens that in the 
past have been carried out 
by government, (b) citizens 
as co-designer: involvement regarding 
the content and process of service deli-
very and (c) citizens as initiator: citizens 
that take up the initiative to formulate 
specific services. Furthermore, based on 
this distinction, we would like to reserve 
the term ‘co-creation’ for involvement of 
citizens in the (co)-initiator or co-design 
level. Co-production is being considered 
as the involvement of citizens in the (co-) 
implementation of public services.”

In the following, I divide the co-production tasks 
of digital service teams into five subphases: 
co-initiation/co-commissioninng, co-design, 
co-implemention and co-management, as well as 
co-assessment.

a)  Co-initiation/co-commissioning

Sorensen and Torfing (2018) define co-ini-
tiation as processes where citizens collabo-
rate with public employees to identify social 
problems and needs, and set the agenda for 

developing an innovative solution. Similarly, 
this initial phase is sometimes defined as 
co-commissioning. It refers to activities aimed 
at strategically identifying and prioritizing 
needed public services, outcomes, and users. 
Although the term commissioning is beset with 
some contention, we use it here to mean “what 
needs to be delivered, to whom, and to achieve 
what outcomes” (Bovaird & Loeffler, 2012:6; 
Loeffler & Bovaird, 2019). Traditionally, com-
missioning is seen as a “core public sector task 
[to be] undertaken by politicians and top mana-
gers” (Bovaird & Loeffler, 2012:6).

Howeier, in comroduction, the commissioning 
of services is done by state and lay actors wor-
king together. Co-commissioning is generally 
prospective in nature—it is oriented toward 
the future and concerned with activities that 
may take place at a later date (Nabatchi et al., 
2017:771). 

In the case of digital service teams, the phase 
of co-commissioning of digi-
tal transformation activities 
is either (a) driven by the 
countries’ digital government 
strategies which lay out the 
future directions of the digi-
tal service teams we analy-
zed, or (b) initiation activities 
are deliberately designed to 
include multiple stakeholders 

in government.

As examples for (a), the Government Digi-
tal Service in the UK’s “Digital by Default” 
strategy provides departments with the direc-
tion to redesign services using agile software 
development approaches so that digital ser-
vices can from now on be accessed online by 
default, instead of an add-on service in parallel 
to the existing offline or analog service. Other 
drivers of co-commissioning include collabo-
rative agreements with departments. This is 
the case for example, in Belgium, where BOSA 
negotiates what was called “politically loaded 
contracts, where they discuss and decide what 
the transformation office will be building for 
the upcoming three years.” 

The other digital service teams in Italy, Spain, 
France, and Denmark deliberately include 
stakeholders in early scoping activities to 
strategically define user needs as the basis for 
any kind of future co-creation activities. These 
include, for example, hackathons, workshops, 

“ In coproduction, 
the commissioning of 

services is done by state 
and lay actors working 

together „
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and fora to understand what each user group 
might expect, as in the case of the Spanish Cen-
tral Administration, using these ways to com-
plement mandatory public consultations at the 
initial stages of co-creation (e.g., performed 
when designing the 2017 “Digital Strategy for 
an Intelligent Spain”). Before the administration 
starts writing a new law, the opinions of citizens 
and other stakeholders must be collected. 

b)  Co-design 

The next phase is the co-design phase. Co-de-
sign aims at improving the processes to achieve 

outcomes (Loeffler and Bovaird 2019). Or, as 
Nabatchi et al. (2017: 772) define: 

“Co-design refers to activities that incor-
porate “the experience of users and their 
communities” into the creation, plan-
ning, or arrangements of public services. 
This “outside-in” perspective enables 
state actors to better understand how 
public services could be designed to be of 
greatest use and benefit for individuals 
and communities. In many ways, this 
approach mirrors traditional notions of 
direct citizen participation […] Co-design 
may be prospective (i.e., future-oriented) 
or concurrent (i.e., concerned with what 
presently exists or is occurring)“. Among 
those activities, state and lay actors work 
together to redesign the application pro-
cess for public benefits, redesign a website 
for adult care services, or social workers 
work directly with the elderly to create 
opportunities for interdependent living?”

In digital service teams, co-design activities 
focus on the inclusion of user needs in the actual 
design process of new or revised digital ser-
vices. Digital services teams are applying diffe-
rent methods to extract these insights from their 
future users. For example, they apply ethnogra-
phic approaches to study how users (internal or 
external) might search for information in order 
to access a service. At GDS in the UK, parti-
cipatory research, process owner interviews, 
user journeys are used to gain a holistic picture. 
Users are both citizens (= external users) as 
well as civil servants (= internal users). Simi-
larly, the Danish Business Authority is deri-
ving user profiles and personas in workshops, 
builds customer journeys as the basis for future 
digital services. At BOSA in Belgium, similar 
techniques are applied: BOSA uses what are 
called “ambassador meetings”, interactive word 
clouds, feedback on mock-ups and conceptual 
screens in order to make the platform as close to 
the citizens’ needs as possible. These techniques 
help digital service teams to build mock-ups or 
early prototypes on which they receive feedback 
for the development phase. The General Secre-
tariat of Digital Administration in Spain invol-
ves partnering governance bodies, civil servants 
and citizens (but not direct users that much, 
mostly represented by associations, representa-
tives and intermediaries) in the service design 
stage. Specific fora are of particular importance 

Some examples of co-initiation/
com-commissioning

Following Bovaird (2012:5) co-commissioning consists 
of the following activities:

● co-planning of policy –e.g., deliberative participa-
tion, planning for real, open space;

● co-prioritization of services –e.g., individual budgets, 
participatory budgeting;

● •co-financing of services –e.g., fundraising, charges, 
agreement to tax increases.

● Furthermore, in an article by Loeffler and Bovaird 
(2019:244) an additional distinction of co-commissio-
ning activities is provided:

● Service users and community representatives on 
commissioning boards and procurement panels

● Participatory budgeting to prioritize public policies 
or budgets

● Personalization—micro-commissioning

● Crowdfunding, 

● Public officials and citizens work together to set 
budget priorities for a community […] 

● Police departments work with residents to identify 
priority or target areas for community safety efforts 
and police patrols […].

● School officials work with parent groups to deter-
mine educational priorities […]

Nabatchi et al. (2017:771) add the following co-com-
missioning activities:
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for co-design as well as the participation of ICT 
and legal experts.

c)  Co-implementation and 
co-management 

In the literature, co-management refers to an 
arrangement, in which, for example, third-sec-
tor organizations produce services in collabo-
ration with the state (Brandsen & Honingh, 
2016; Brandsen & Pestoff, 2006). Brandsen 
and Honingh establish that the immlementation 
of a service is initiated here. 
They differentiate between 
core and complementary ser-
vices in which citizens can par-
ticimate (Brandsen & Honingh, 
2016:432).

In digital service teams, co-im-
plementation oftentimes includes 
external IT service providers 
who build services on the basis 
of the mock-ups and prototypes 
provided in the previous co-design steps. We, 
however, label this as outsourcing activities. 
Users are included in this phase by providing 
input on through user tests or usability tests, as 
is the case at GDS (UK). In addition, Belgium’s 
BOSA is outsourcing its development activities to 
the private sector.

Spain and Italy include IT units in these co-imple-
mentation activities. In Spain, ICT units involve 
civil servants that generally are exclusively ICT 
experts with basic knowledge of laws or admi-
nistrative issues; nonetheless, some ICT units 
from the state administration started projects 
whose objective is to align ICTs with user from 

the administration and other stakeholders. The 
Team Digitale in Italy has a large developer com-
munity (Developers Italia) that creates new sof-
tware, but also allows developers on other levels 
of government to reuse once developed tools: 
any stakeholder – developers, suppliers, civil 
servants, citizens – can collaborate to improve 
a common code base and customize the needed 
service using open source architecture. Similarly, 
to the Italian approach, France established the 
«démarches simplifiées» platform to allow any 
public administration to reuse already existing 
forms and adapt them to their own purposes. 

d)  Co-delivery

Co-delivery is defined 
by (Brandsen & Pestoff, 
2006:592f) as:
“Co-production, in our more 
restricted use of the term, 
refers to an arrangement 
where citizens produce their 

own services at least in part. The latter 
could also refer to autonomous service 
delivery by citizens without direct state 
involvement, but with public financing 
and regulation.”

Nabatchi et al. (2017:772) highlight that citizens 
or users of a public service need to be involved, 
otherwise they can’t consume the service. They 
define co-delivery as:

“joint activities between state and lay 
actors that are used to directly provide 
public services and/or to improve the pro-
vision of public services […]. Co-delivery, 
which is most in line with the traditional 
view of coproduction, is sometimes consi-
dered intrinsic to the provision of certain 
services (such as health care and educa-
tion) and often centers on quality and effi-
ciency improvements […]”.

In digital transformation units, activities in the 
co-delivery phase focus mainly on the transi-
tion from analog to digital services, highlight 
that users accept a newly available channel and 
are willing to switch from one mode of deli-
very to another, as was confirmed by the UK’s 
GDS and Spain’s General Secretariat of Digital 
Administration. 

For most digital services the acceptance through 
use is seen as the main indicator for measuring 

“ Co-design activities 
focus on the inclusion of 
user needs in the actual 
design process of new or 

revised digital 
services „

Some examples of co-design

Bovaird and Loeffler (2012:5) and Loeffler and 
Bovaird (2019:244) describe the following co-design 
activities:

● user consultation;

● service design labs; 

● customer journey mapping; 

● website redesign with specific target groups;

● neighborhood and community regeneration 
forums.
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the effectiveness of digital transformation is the 
use of the e-service. The rate of use is key focus 
in the interactions with stakeholders. Similarly, 
the Team Digitale uses citizens’ active engage-
ment is essential for the successful implementa-
tion of the service. As an example, SPID is a tool 
to access health care services, such as medical 
remorts or the DElectronic Health Record which 
can improve the quality of services delivered.

e)  Co-assessment 
According to Nabatchi et al. (2017:772), 
co-assessment 

“focuses on monitoring and evaluating 
public services. Traditionally, perfor-
mance-related activities are undertaken 
by public officials or exter-
nal consultants; however, 
in coproduction, state and 
lay actors work together 
to assess service quality, 
problems, and/or areas for 
improvement […]. Co-as-
sessment is generally 
retrospective in nature—
it is oriented toward the 
past and concerned with activities that 
haie already taken mlace. Howeier, the 

results of co-assessment exercises can be 
used prospectively to rethink or improve 
services.”

In digital transformation teams, co-assessment 
activities are included in an agile manner in 
each of the co-creation activities: continuous 
inclusion of users in each phase of the co-pro-
duction cycle allows for fast readjustment and 
intervention to increase the service quality to 
work toward user satisfaction. Consequently, 
for some of the digital service teams, such as 
the Team Digitale, we were not able to iden-
tify a dedicated co-assessment phase – instead 
it is a fluid function embedded in all previous 
phases of the co-production cyle.

Howeier, some of our cases highlight how digi-
tal transformation co-assess-
ment activities are specifically 
designed after the implementa-
tion and during the current use 
of digitally transformed public 
services. Traditionally, citizen 
surveys are conducted to get 
feedback. In France, DINSIC 
includes the «MonAvis» (“I give 
my opinion”) button on public 

websites to test the satisfaction of citizens on 
about 250 administrative processes. In Spain, 
co-assessment ex-ante and ex-post evaluation 
happen for digital public services and stakehol-
ders are essential to measure the economic and 
social impact (internal and external evaluation: 
A success case of co-assessment in Spain is in 
the selection of the non-working days for noti-
fications in the Tax Agency based on a massive 
evaluation feedback from all stakeholders.

Other more specific digital transformation 
activities include: continuous feedback and user 
statistics which result in adjustment of exis-
ting services or even the addition of new parts 
of existing services when requested (GDS, 
UK). In Belgium, BOSA has set up the repor-
ting website (www.kafka.be) managed by the 
Administrative Simplification Agency, where 
citizens can report feedback on administrative 
experiences they had, to signal when there is 
an issue, where something can be improved. At 
the French DINSIC, co-assessment of public 
services is conducted via the «dashboard of 
quality of public services dematerialization». 
In addition, the Danish Business Authority 
conducts four yearly meeting with authorities 
(Cooperation Forum) to collect direct feedback.

Some examples of co-delivery

Nabatchi et al. (2017:771) describe the following 
co-design activities:

● Parents work with teachers and schools to pro-
vide in-class or extra-curricular activities for stu-
dents (e.g., Pestoff 2006);

● Students assist the university in organizing wel-
come days

● A youth council trains young people as peer edu-
cators who then provide sex education sessions in 
schools.;

● Co-management of services – e.g.: leisure center 
trusts, community management of public assets, 
school governors;;

● Co-performing of services –e.g.: peer support 
groups (such as expert patients), nurse-family 
partnerships, meals-on-wheels, neighborhood 
watch.

Bovaird and Loeffler (Bovaird & Loeffler, 2012:5; Loef-
fler & Bovaird, 2019) add the following examples of 
co-management or co-delivery activities:

“ Activities in the co-
delivery phase focus 

mainly on the transition 
from analog to digital 

services „
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Implementation challenges of co-production activities

From the case studies several implementation 
challenges for digital transformation co-produc-
tion activities can be identified.

An advanced and specifically planned model of 
co-creation of digital public services is a requi-
rement of highly ambitious undertaking and 
differs from the previous – rather passive – ser-
vice delivery in the public sector. Moving toward 
including users in all stages of the co-produc-
tion process increases interactions of both inter-
nal and external users. Civil servants are no 
longer passive providers of requirement lists for 
a new or to-be redesigned public service. Ins-
tead, as DINSIC demonstrates in France: it is a 
challenge to move from service offering models 
to on-demand models. Civil servants and elec-
ted officials need to be convinced and citizens 
need to be willing to get involved in the crea-
tion of digital public services. In the UK, it was 
mentioned several times that the move toward a 
digital mindset beyond the one-time interactions 
with GDS are a challenge. This will then poten-
tially lead to organizational resistance.

Lack of funds to modernize digital service deli-
very and the sheer scale of the task at hand 
was mentioned as another important challenge 
(BOSA, DBA). This issue is directly tied to the 
apparent gap and the lack of digital competences 
and project management skillsets among civil 
servants. Lack of funding or - related – time is 
problematic, given that new forms of interac-
tions are then sidetracked and are not made a 
priority. 

Other important issues include the necessity 
to comply with existing regulations and the 
inertia to adapt regulations that might not fit 
a digital transformation paradigm. In Spain, 
this resulted in the notion that participation of 
stakeholders does not require one-fits-all strate-
gies: not all digital transformation projects 
require the same level and mode of stakeholder 
engagement; adaptations are needed depending 
on the project, but also on the sector and on the 
administrative level (local, regional, national). 
Further, collaboration across organizational 
boundaries and with outside stakeholders seem 

Some examples of co-assessment

The following co-assessment activities were so far 
identified in the literature:

● Residents of social housing complexes work for 
the Audit Commission as “tenant inspection 
advisors”;

● State actors and residents with dementia walk 
through neighborhoods to assess the ease of 
navigation;

● Parents work with special education auditors to 
assess services provided to their autistic children.

● la participation des usagers de services ou des 
résidents de logements sociaux à l’évaluation des 
services dont ils bénéficient ;

● les dispositifs d’évaluation en ligne des services 
publics par les usagers ;

● les dispositifs de plainte incitant les plaignants à 
devenir parties prenantes de la solution ;

● l’évaluation des services par les pairs (les usagers).

Bovaird and Loeffler add the following activities 
(2019:244)
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to create barriers that are especially difficult to 
address (DBA).

Summary
Overall, digital service teams can be seen as 
a new form of IT governance, that is added 
between the central CIO office and decentralized 
IT implementation in public administrations. 
They have become necessary to work on digi-
tal transformation issues at a much larger scale 
than the traditional IT departments. They are 
tasked with new forms of project management 

and co-creation activities to ensure inclusion of 
internal and external users. In the future, we 
will need to focus on the assessment of their 
activities in order to better understand whether 
these digital service teams are able to scale up 
their activities beyond individual projects and 
make their impact sustainable.

.
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Portugal, an EU member state with a population of 10.29 million, was hit especially hard by 
the 2008 financial crisis. Its debt-to-GDP ratio currently stands at 122%, down from a high of 
133% in 2014.  The EU agreed to a bail out in Portugal in return for sweeping reforms designed 
to modernise its economy, build a more efficient public sector and trim its debt. These measures 
were packaged into the Portugal 2020 programme. The Administrative Modernisation Agency 
(AMA), the entity tasked with spearheading simplification and e-government reforms, plays a 
central role in this process. As part of its push to increase uptake of online public services and 
fight digital exclusion, the AMA has set up a network of service desks known as “Citizen Spots”.

Citizen Spots: How Portugal’s digital 
inclusion strategy is helping citizens 

access public services
By Jean dezert,

Research Officer, IGPdE Research Office

Portugal, like many developed economies, has 
steadily shifted to e-government, making pub-
lic services available to all citizens via an online 
one-stop shop. The idea behind this move was 
to cut red tape, simplify the government-citizen 
relationship, and streamline the civil service. 
Regrettably, however, far fewer people accessed 
used the online portal than anticipated.

The goiernment and ciiil seriice identified two 
main reasons for this slow uptake. First, limited 
communication meant that many citizens were 
unaware of the services they could access online. 
And second, some people simply did not trust 
the technology. There was also a third reason 
in mlay: the digital diiide. A significant minority 
of Portuguese households have no internet ac-
cess,  and many people lack the skills they need 
to manage their affairs online.  n 2013, 33% of 
Portuguese individuals said they had never used 
the internet – 10 percentage points higher than 
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Citizen Spots: fighting digital exclusion
Citizen Spots are a nationwide network of ser-
vice desks where people can visit government 
websites, including the ePortugal.gov.pt e-go-
vernment portal, and get help and support to 
manage their affairs online. Users can access 
234 different services and procedures from 17 
different government agencies and bodies.  There 
were 125 of these spots when the 
scheme opened. By the end of 
2019, that number had risen to 
630. Because they are located in 
existing local government pre-
mises that people are accustomed 
to visiting to manage their day-
to-day affairs, AMA has been 
able to scale up the network qui-
ckly while making government 
websites easier to use.

Each Citizen Spot has one or two terminals and 
is staffed by a specially trained adviser. The 
terminals have two screens: one for the user, 
and a second screen where the adviser can see 
what the user is doing and offer help if needed. 
The thinking behind this arrangement is 
that, with guidance and support, citizens will 
grow in confidence, gain digital literacy skills 
and, in time, be able to manage their affairs 
independently.

Under this model, the advisers lie at the midpoint 
between face-to-face and online contact with 
the government. They are also trained to talk 
to users about the confidentiality and data pro-
tection implications of managing their affairs 
digitally – an important role given the number 
of citizens who are reluctant to share their infor-
mation with the government online because they 

do not trust the technology. The advisers seek 
to allay these concerns by explaining the legal 
rules on how the government processes their 
data, reminding users, for instance, that the 
agency or body in question cannot share all their 
information with other government services. 
This instructive approach helps to rebuild trust 

in digital technology.

Although the scheme has 
increased uptake of e-government 
services among people unfami-
liar with managing their affairs 
online, reaching certain sections 
of the population remains challen-
ging. The digital divide is espe-
cially evident among the elderly 
and people living in internet black 

spots. The AMA has taken steps to address this 
issue, setting up two targeted schemes based on 
the Citizen Spot model:.

‑ ‑Mobile Citizen Spots, which work the same 
way as conventional Citizen Spots, but are 
housed in vehicles that travel to remote commu-
nities and places where natural disasters have 
damaged telecommunications infrastructure.

‑ ‑Solidarity Citizen Spots, which perform a 
similar function but are designed for people who 
are unable to travel, such as the elderly living in 
care homes or retirement homes.

The scheme has also been extended outside Por-
tugal, again in the interest of inclusion, to bring 
the same service to citizens living abroad. There 
are currently four of these spots, all at Portuguese 
embassies, in Paris, London, Brussels and São 
Paulo.

“ Under this model, 
the advisers lie at the 

midpoint between 
face-to-face and online 

contact with the 
government „

the DEU aierage  – and the figures reieal that 
education  and age  are strong predictors of digi-
tal literacy.

In order to tackle these issues, the government 
tasked the AMA with widening access and in-
creasing uptake of online public services. One of 
the agency’s responses was to set up so-called 
“ itizen Smots”, the first of which omened in 
2014.
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Citizen Spots: How Portugal’s digital inclusion strategy 
A complex endeavour requiring political coordination
In 2014, the Citizen Spots received 98,000 visi-
tors. By contrast, they were used 1,507,338 times 
in 2019, out of 5,940,059 total visits over the 
five-year period. There are several reasons for this 
sharp rise in uptake.

First, because the scheme is backed by the Por-
tugal 2020 programme, it has enjoyed solid 
political support, with central and local govern-
ments and the AMA working together to deliver 
it. Central government bodies and departments 
provide the services that users can access via 
the terminals. Local governments 
provide premises and staff and 
cover maintenance costs. The 
AMA, meanwhile, oversees and 
coordinates the scheme, supplies 
the hardware, and runs ongoing 
training programmes for the 
advisers to keep them abreast of 
the latest upgrades and features. 
The agency also worked collabo-
ratively to design a user-friendly, 
intuitive interface for citizens and 
advisers, harnessing an existing 
platform that facilitates interope-
rability between government enti-
ties  and taking advantage of the 
fact that all Portuguese citizens have a digital 
identity. The level of coordination that this task 

implied meant that central government entities 
had to break down traditional silos.

The cost-sharing arrangement, coupled with 
the use of existing local government premises, 
helped to keep the upfront investment costs low. 
In addition, most Citizen Spot services are pro-
vided free of charge or at no additional cost to 
users.

The degree of coordination involved in setting up 
and running the spots – within central govern-

ment and between central and 
local government – has resulted 
in efficiency gains in public-ser-
vice delivery. Moreover, because 
schemes like Citizen Spot 
contribute to bridging the digi-
tal divide and tackling digital 
exclusion, they play an impor-
tant role in helping government 
comply with the public sector 
equality duty. The project has 
also gained international reco-
gnition, having been nominated 
for a European Public Sector 
Award  in the National/Euro-
pean Level category. AMA 

plans to build on this success by further exten-
ding the network.

“ Because the 
scheme is backed by 
the Portugal 2020 
programme, it has 

enjoyed solid political 
support, with central 

and local governments 
and the AMA working 
together to deliver it „

 2 Eurostat: https://ec.europa.eu/eurostat/databrowser/view/sdg_17_40/default/table.
 3 In 2018, 80% of households had access to the internet, up from 65% in 2014, placing Portugal 26th out of the EU28 on 
this metric. OECD: https://data.oecd.org/ict/internet-access.htm.
 4 European Commission: https://ec.europa.eu/eurostat/databrowser/view/tin00093/default/table?lang=en.
 5 In 2015, just 49% of people who left school after secondary education said they had used the internet in the last three 
months – compared with over 95% of respondents who had completed a higher education course. Statistics Portugal: 
https://www.ine.pt/xportal/xmain?xpid=INE&xpgid=ine_indicadores&indOcorrCod=0001025&contexto=bd&selTab=
tab2.
 6 In 2015, only 27% of people aged 65-74 reported having used the internet in the last three months. Ibid.
 7 https://oecd-opsi.org/innovations/citizen-spots/, https://www.ama.gov.pt/web/english/citizen-spot https://www.ama.
gov.pt/
 8 https://www.egovspace.co.in/portuguese-approach-to-implementing-integrated-services-in-government/. 

 9 httms://emsa2019.eu/files/DEPSA2019_mublication_web.mdf
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What were the main challenges you faced in implementing the Citizen Spot 
project?

The project has its origins in decree-law no. 74/2014, adopted in 2014, which established the prin-
ciple of “digital by default” in public-service delivery. This prompted a series of discussions around 
setting up a new network of access points. Because Portugal is such a geographically diverse coun-
try, made up of coastal, inland, urban and rural areas, we had to think carefully about the spatial 
and physical characteristics of the network and what premises we could use.

The AMA was asked to contribute to funding the mroject. More smecifically, we were resmonsible for 
supplying the hardware and other service-delivery equipment, and for training the advisers.

Early on, one of the biggest challenges we faced was getting local authorities on board. Many of 
them mushed back against the idea of haiing to recruit the staff, and against the additional costs 
involved in setting up the scheme. But now, the roles are reversed. Local authorities are approaching 
us with the idea of opening new spots. The cost of operating the scheme has also proved challenging. 
For instance, we’ie had to recruit  T exmerts to fix technical issues with the system.

How do you measure the scheme’s success?
Each Citizen Spot has a complaint log to record instances where things haven’t worked so well. 
Staff also carry out their own assessments of seriice standards. Although the feedback we receiie 
is highly localized, we still share relevant comments with the training team to feed into the initial 
and ongoing training programme for advisers. There’s also a dedicated Citizen Spot email address 
and hotline where citizens can report any issues they encounter. Again, this helps us keep improving 
the service we provide. 

You mentioned that the Citizen Spot scheme can help people affected by 
natural disasters. How so?

In January 2018, we launched a new Mobile Citizen Spot service to bring help and support to people 
affected by the October 2017 wildfires. Pisaster struck again in 2018, with another wildfire out-
break in Monchique. In both instances, we worked with other government bodies to set up spots in 
vehicles and deliver public services directly to the victims. The project was yet another reminder of 
why it’s so immortant to consider citizens’ needs and diffculties and widen access to mublic seriices  
through new channels. Poing so helms to fight exclusion and ensures that disadiantaged and isolated 
sections of the population aren’t left out in the cold.

A number of local authorities have adopted the scheme since its launch in 2018-2019. The idea is to 
bring mublic seriices to remote communities where accessing them is more diffcult because meomle  
find it harder to traiel.

Q&A 
with Portugal’s Administrative 

Modernisation Agency
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THE RESEARCHER’S VIEW
In this section, we review the latest peer-reviewed 
articles and theses in the field of government and public 
policy-making.

Article reviews

Special report in Gestion & Finances publiques 
marking 30 years of the Ministry for the economy 
and Finance at Rue de Bercy.

This year marks 30 years since the Ministry of Finance moved from the 
Louvre to its new premises at 139 Rue de Bercy. To celebrate this milestone, 
Gestion & Finances publiques has published a special report on the Ministry 
for the economy and Finance.

 e dossier est dismonible en ligne à l’adresse : httms://www.cairn.info/
revue-gestion-et-finances-publiques-2019-6-page-4.htm

In this special report marking 30 
years of the Ministry for the econ-
omy and Finance at Rue de Ber-
cy, Gestion & Finances publiques 
takes an in-depth look at the in-
stitution responsible for managing 
France’s mublic finances.

The report features short arti-
cles from various branches of the 
ministry, exploring how they have 
changed over the past three dec-
ades and looking forward to what 
lies ahead. Contributors include:

• the Secretariat-General for the 
Economy and Finance Ministries
• the Public Finances Directorate 
General
• the Directorate General of Cus-
toms and Excise
• the Directorate General for 
Competition Policy and Consum-
er Affairs
• the Directorate for Legal Af-
fairs – General Economic and 
Financial Audit Department.

This issue also contains a report 
that appeared in Moniteur des 
travaux publics (No. 6042, 9 
August 2019) showing how the 
building has adapted and moved 
with the times and, like its prede-
cessor, established a reputation as 
a benchmark workplace and cul-
tural centre, as well as an article 
celebrating the centenary of the 
Budget Directorate.

Adapted from the introduction to 
the special report by Michel Le 
Clainche.

https://www.cairn.info/revue-gestion-et-finances-publiques-2019-6-page-4.htm
https://www.cairn.info/revue-gestion-et-finances-publiques-2019-6-page-4.htm
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Subject
In this article, the author presents 
a monographic study of Proparco, 
a public-private development 
finance institution. He uses Pro-
parco as a case study to trace the 
history of the financialisation of 
public investment and to shed light 
on recent changes in public finan-
cial institutions more broadly. The 
article analyses the “financialisa-
tion of administered finance” by 
exploring how Proparco – a small 
but symbolically important player 
in the French administered finance 
landscape – gradually adopted the 
management practices of mar-
ket-based financing. The author 
shows how this change was driven 
by a shift in mindset among Pro-
parco’s executives, who no longer 
saw their role as one of govern-
ment planning, but instead as one 
of financial risk management.

Data
The author begins by exami-
ning the professional norms 

that organized and delimited the 
space of administered finance, 
and how they have evolved over 
the past 40 years. Through 
interviews with former Proparco 
executives and account mana-
gers, he then looks at the careers 
and daily operations within Pro-
parco as a way to trace, from the 
ground up, the continuities and 
transformations in the history of 
this institution. The last section 
addresses the financialisation of 
Proparco by analysing both the 
pathways of its diffusion and the 
internal tensions it generates. 
Throughout the article, the 
author draws comparisons with 
the French Development Agency 
(AFD) and Bpifrance, the French 
public investment bank, demons-
trating both similar dynamics 
between the three institutions 
and the fact that Proparco has 
its own, distinctive identity.

Findings

A bank like any other? The transformation of 
Proparco and of administered finance
Antoine Ducastel, Development Sociologist and Researcher, French 
Agricultural Research Centre for International Development (CIRAD)

The article was published in Actes de la recherche en sciences sociales, 
2019/4 (No. 229), pp. 34-45, and is available online at: https://www.cairn-
int.info/abstract-E_ARSS_229_0034--a-bank-like-any-other.htm 

From his analysis, the author ob-
serves that, over time, Proparco 
has rationalised both its financial 
and political operations. Although 
some professional norms have re-
mained unchanged (the institution 
still manages public and private 
financing flows centrally, and its 
activities are legitimised on pub-
lic-interest grounds), the focus 
of much of its internal work has 
shifted to risk management. The 
financialisation of Promarco’s om-
erations and personnel can be at-
tributed to two factors: first, the 
martial oierhaul of mublic financ-
ing circuits in general, and ad-
ministered financial institutions in 
particular, and second – and more 
importantly – the adoption of 
market‑based financing mractices 
by its staff.
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ARTICLE REVIEWS

The European Union’s voice on Twitter: the 
European External Affairs Service (EEAS) and the 
use of Public Diplomacy
Anne-Marie Cotton,Senior Lecturer in Applied Sciences, Artevelde 
University College, Ghent, Belgium
The article was published in Communication & Management – 
2019/2 (Vol. 16), mm. 51 à 64 , and is available online at: https://www.
cairn.info/revue-communication-et-management-2019-2-page-51.
htm?contenu=resume

Subject
Social networks are playing an 
increasingly prominent role in 
the communication strategies of 
public organisations. The author 
examines the use of Twitter by 
the European External Action 
Service (EEAS) to illustrate 
how the European Union (EU) 
uses public diplomacy (i.e. its 
public tweets on Twitter) as a 
tool to negotiate its interests with 
non-EU countries and with inter-
national organisations. Unlike 
conventional diplomacy, which 
draws on military and economic 
power, public diplomacy relies 
more on cultural and educational 
power. Public diplomacy refers 
to a communication strategy in 
which states seek to influence 
not only other governments, but 
also the global public at large. It 
has four main aims: (i) to openly 
publish the official stances and 
views of a government or inter-
national organisation; (ii) to 
inform foreign media outlets of 
the government’s or organisa-
tion’s diplomatic postures; (iii) 

to encourage engagement and 
interaction with different types 
of audience; and (iv) to develop a 
cultural exchange policy.

Data
The author qualitatively ana-
lyses 340 tweets published on the 
EEAS Twitter account between 
8 March and 6 April 2017, enco-
ding and interpreting the content 
of the tweets against a set of 
microblogging indicators. Spe-
cifically, she categorises each 
tweet by linking it to EEAS-spe-
cific themes (five objectives and 
five strategic areas of focus). 
The author also analyses each 
tweet from a cognitive perspec-
tive by identifying connections 
with one or more public diplo-
macy themes from a predefined 
list of 13 themes.

Findings
The results of this analysis 
reveal that, in its use of Twit-
ter, the EEAS is actively imple-
menting the strategic objectives 

related to public diplomacy. She 
finds that 41.17% of the tweets 
encourage followers to sup-
port EU policy, 53.53% provide 
insights into the EU’s purpose, 
and 27.94% foster a grea-
ter understanding of the EU’s 
values. Moreover, 40.88% of the 
tweets aim to widen coopera-
tion opportunities by promoting 
understanding, mutual respect 
and trust, while 32.94% support 
relationship- and network-buil-
ding between communities of 
current and future leaders. The 
author concludes, however, that 
while Twitter is an important 
channel for influence and is chan-
ging the way the EEAS shares 
information with its audiences, it 
does not represent a shift from a 
one-way to a two-way communi-
cation strategy.

https://www.cairn.info/revue-communication-et-management-2019-2-page-51.htm?contenu=resume
https://www.cairn.info/revue-communication-et-management-2019-2-page-51.htm?contenu=resume
https://www.cairn.info/revue-communication-et-management-2019-2-page-51.htm?contenu=resume
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Territories, well-being and public policy
Yann Algan, Professor of Economics, Sciences Po, Paris, France
Clément Malgouyres, Economist and Researcher, Institut des Politiques 
Publiques (IPP), Paris, France
Claudia Senik, Professor of Economics, Université Paris-Sorbonne and 
Paris School of Economics, France

The article was published in Notes du Conseil d’analyse économique 2019/7 
(n° 55), mm. 1 à 12 , and is aiailable online at: httms://www.cairn.info/reiue‑
notes-du-conseil-d-analyse-economique-2019-7-page-1.htm?contenu=article

Subject

The Gilets Jaunes (Yellow Vests) 
crisis has brought the discontent 
felt in many French regions and 
communities into sharp focus. 
Various attempts have been made 
to explain the reasons behind this 
social unrest, including socio-eco-
nomic and geographical factors. 
This Note explores the movement 
from a territorial dimension. It 
does not focus on purely geogra-
phical aspects, or seek to cate-
gorise towns and cities by size. 
Instead, it examines the rela-
tionships between the symptoms 
of public discontent and living 
conditions at the local (i.e. muni-
cipal) level. The authors therefore 
analyse how observed changes 
at this level in recent years are 
reflected in residents’ level of 
dissatisfaction.

Data
The authors measure local public 
discontent against three indi-
cators: (i) Yellow Vest gathe-
rings (data taken from prefec-
tural sources); (ii) abstention in 
the 2012 and 2017 presidential 

elections (data taken from 
Ministry of the Interior statistics); 
and (iii) self-reported well-being 
(as reported in CEVIPOF election 
polls in 2017 and 2018). They 
analyse the relationship between 
changes across these three indi-
cators and trends in local living 
conditions as expressed by five 
factors: employment, local taxa-
tion, the closure of local shops 
and public services, real estate, 
and associative life.

Findings
The authors identify a number of 
factors behind local discontent. 
While the employment rate plays 
an important role, the loss of 
public services and local facilities, 
coupled with the disappearance of 
place of socialisation, also have 
significant effects. They call 
for a change in the emphasis of 
territorial policies, with a grea-
ter focus on programmes that 
improve well-being and quality of 
life at the local level, and targe-
ted support for territories facing 
the greatest losses of local well-
being. The authors conclude by 
making four recommendations. 
First, they recommend redefining 

the objectives of support to terri-
tories by taking into account all 
dimensions of well-being and not 
only economic criteria. Second, 
they call for a renewal of central 
government’s approach to ter-
ritorial support policies, giving 
priority to technical and finan-
cial support for projects initiated 
locally and supported by all rele-
vant stakeholders, and promo-
ting the right to experimentation. 
Third, they advise abolishing 
rural tax exemption policies, 
which have not been shown to 
work, and using this budget to 
fund local projects for rural areas. 
And fourth, they suggest that the 
new “France Services” network 
could help to nurture social links 
by facilitating access to certain 
“essential” public services such 
as local shops and the hosting of 
non-profit organisations in mul-
ti-purpose, hybrid venues adapted 
to each territory.
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Subject

France’s non-profit sector employs 
1.8 million people and is sup-
ported by 22 million volunteers. 
Between 60,000 and 70,000 new 
non-profit organisations are set 
up every year. The government 
has played a key role helping the 
sector thrive, not least by “out-
sourcing” the running of public 
and public-interest facilities – 
such as childcare centres, domes-
tic care services, sports clubs 
and centres for disabled children 
– to non-profits. Yet while the 
government has outsourced deli-
very of these services, it retains 
many tools to govern non-profit 
organisations. In this article, the 
author looks at so-called “accom-
paniment government” via a 
case study of the French Local 
Accompaniment Facility (DLA), 
a government policy established 
in 2002 to offer management 
advice to employing non-profit 
organisations in order to support 
their business model and profes-
sionalise them.

Data
The author draws on data from 
a field survey he conducted in 
2013-2015, during which he 
spoke to various DLA stakehol-
ders (designers of the policy, rele-
vant government agencies and 
departments, non-profit organi-
sations involved in the scheme, 
project officers and service pro-
iiders). He also reiiews the lite-
rature produced to support imple-
mentation of the policy (circulars, 
guides, internal documents, etc.) 
and the DLA impact assess-
ment, which used quantitative 
data from the scheme’s national 
information system to determine 
how it had affected beneficiary 
organisations.

Findings
The author analyses the role of the 
DLA project officers responsible 
for setting up the scheme, selecting 
and on-boarding eligible non-pro-
fit organisations, and determi-
ning what management advice 
they require (a task outsourced to 
external service providers such as 

consultants and consulting firms). 
He concludes that, although the 
government appears to take a back 
seat in delivery of the policy, it 
continues to oversee the process 
and sets objectives that are well 
followed. According to his ana-
lysis, the DLA pushes non-profit 
organisations to adopt manage-
ment tools, to structure their work 
and the division of labour, and to 
set up control mechanisms such 
as internal rules and organisatio-
nal charts. The policy also forces 
non-profit organisations to comply 
with labour laws and regulations 
and supports the creation of long-
term paid employment. Moreover, 
the DLA has contributed to a shif-
ting mindset in the sector, encoura-
ging non-profits to adopt business 
and commercial practices, bringing 
the idea of resource diversification 
into the mainstream, and highligh-
ting the precariousness of public 
financing.

Accompaniment government. When the 
government professionalises employing non-profit 
organizations
Simon Cottin-Marx, PhD in Sociology, Postdoctoral Researcher, 
Techniques, Territories and Societies Laboratory (LATTS, CNRS UMR 
8134), École des Ponts ParisTech and Université Paris-Est-Marne-la-
Vallée, France

The article was published in Marché et Organisation, 2019/3 (No. 36), pp. 
135-151, and is available online at: https://www.cairn.info/revue-marche-
et-organisations-2019-3-page-135.htm?contenu=article



INSTITUTE OF PUBLIC MANAGEMENT AND ECONOMIC DEVELOPMENT

26

RESEARCHER’S VIEWTHE

Subject
This article examines the Open-
fisca software program and the 
technical, cognitive and insti-
tutional work that made it pos-
sible. Openfisca was developed 
to push back against the mono-
poly of information held by the 
Ministry for the economy and 
Finance, which used a proprie-
tary and exclusive microsimula-
tor to screen proposed social tax 
reforms. Although social tax rules 
are published on the legifrance.fr 
website, the associated code was 
not publicly available. Meanwhile, 
tax data was guarded for inter-
nal use only on the grounds of 
government secrecy. The author 
shows how those involved in the 
project successfully bypassed 
this monopoly of information and 
embedded practices inspired by 
the digital commons model within 
government.

Data
The author uses data from two 
sources: 28 interviews with indi-
viduals involved in the Openfisca 
project (founders, economists, 
developers, MPs, officials at the 

Ministry for the economy and 
Finance, etc.), and a review of 
an extensive documentary corpus 
(parliamentary reports, legis-
lation, journal articles and blog 
mosts). He also draws on the lite-
rature on open data and digital 
commons to trace the history of a 
project that aims to render all the 
opaque and elusive public infor-
mation that constitutes France’s 
social tax system accessible to all.

Findings
The author demonstrates how 
political hackers at the mar-
gins of the Ministry for the eco-
nomy and Finance managed to 
work together to build common 
resources from information 
previously held exclusively by 
goiernment. He also argues that, 
because Openfisca was designed 
to be open to community contri-
butions from the outset, it was 
possible to build a specific set of 
practices around the software 
(open-source licence, collabo-
rative platform, online commu-
nication tools, and a modular 
design compatible with different 
scripts). Lastly, he shows that 

the determination by all invol-
ved to make Openfisca a digital 
commons (an online resource that 
is developed and managed by a 
community according to its own 
governance rules, and that fol-
lows a shared-ownership model) 
provides useful insights into the 
institutional relationship between 
the software’s creators and 
contributors on the one hand, and 
the government on the other, and 
sheds light on the tensions in this 
relationship. The Openfisca com-
munity is subject to the subordi-
nation principle that applies to 
the civil service because it derives 
its institutional legitimacy from 
being part of the apparatus of 
the state, and because it relies 
on the government for much of 
its funding. Yet this principle is 
potentially at odds with another 
principle: self-governance of the 
commons.

Free software to tackle the lack of transparency in 
the social tax system. Sociology of a heterogeneous 
movement at the margins of the state
Sébastien Schulz, , PhD in Sociology, Université Paris-Est-Marne-la-
Vallée, France
The article was published in Revue française d’administration publique – 
2019/5‑6 (Vol. 69), mm. 845 à 868 and is aiailable online at: httms://www.
cairn-int.info/article-E_RFSP_695_0845--free-software-to-tackle-the-
lack-of.htm 
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Subject
In the 1990s, the financial indus-
try was one of a handful of early 
adopters of high-powered compu-
ting and mass storage capacity. 
Yet the sector has not been at the 
forefront of advances in artificial 
intelligence (AI). Although AI 
is not a new field, tools provided 
by data sciences have been at the 
heart of a series of progresses 
allowing machines to “solve 
complex problems, without being 
intelligent”. The author examines 
how innovations in AI, and the 
associated practices, are trans-
forming the financial industry.

Data
The author traces the history of 
developments in AI since the late 
19th century, stressing the key role 
played by data in the implementa-
tion of this technology. Drawing 
on the literature, he describes 
the various applications of AI in 
market finance (account mana-
gement, risk management and 

nowcasting) and how the adoption 
of related technologies has driven 
organizational change, especially 
in the brokerage industry, looking 
in particular at regulatory aspects 
and how market participants are 
adopting the platform model.

Findings
The author provides a histori-
cal overview of two complemen-
tary approaches in AI: Turing’s 
approach (based on the laws of 
logic and the ability to quickly 
compute multiple combinations 
at depth), and Wiener’s approach 
(based on training deep neutral 
networks through big data and 
statistical learning). He stresses 
the importance of creating large 
databases, and how humans can 
be employed to clean and label 
these databases cheaply via dedi-
cated mlatforms. Hence, the author 
terms this the “era of cheap intel-
ligence”, rather than the era of AI. 
He identifies seieral areas where 
AI is playing an increasingly 

prominent role in market finance, 
such as personalising the client 
experience and providing invest-
ment advice. Other areas include 
intermediation, risk estimation, 
and collecting “alternative data” 
to value financial products. The 
author concludes that secondary 
innovations coming for AI will 
transform the financial industry 
in three directions: towards client 
experience and construction of 
bespoke products on the fly, 
towards real economy and now-
casting, and towards risk mana-
gement. He obseries that these 
innovations are already impac-
ting market participants that are 
modularising their services and 
re-engineering themselves into 
platforms.

Market finance in an era of cheap intelligence
Charles-Albert Lehalle, Head of Pata Analytics,  amital Fund 
Management, Paris, France, and Visiting Researcher, Imperial College 
London, United Kingdom

This article was mublished in Reiue d’économie financière, 2019/3 (No. 
135), pp. 67-84, and is available online at: https://www.cairn.info/
reiue‑d‑economie‑financiere‑2019‑3‑mage‑67.htm?contenu=article

https://www.cairn.info/revue-d-economie-financiere-2019-3-page-67.htm?contenu=article
https://www.cairn.info/revue-d-economie-financiere-2019-3-page-67.htm?contenu=article
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This thesis explores the growing 
popularity of coworking since 
2005, examining the phenome-
non from its various dimensions 
(communities, spaces, practices, 
values and political aspects). The 
author paints picture of a com-
plex, multifaceted practice that is 
both new yet anchored in certain 
fundamental and long-standing 
concepts. She demonstrates how 
coworking is both a global, glo-
balised and political phenomenon, 
and a set of practices, spaces, 
activities, events and values.

The author looks specifically 
at the role of the community 
manager and how, through prac-
tices of legitimation, community 
managers are contributing to 
the emergence of coworking as a 
discimline. Her research focuses 

primarily on coworking spaces in 
western Paris, where she carried 
out a three-year autoethnogra-
phic study by taking up a role as 
a community manager in order 
to understand the phenomenon 
“from the inside”. As well as ana-
lysing the wider Parisian cowor-
king ecosystem, she also draws 
on autoethnographic research 
in two other locations: Uni-Lab 
(a coworking space for student 
entrepreneurs) and Sceaux Smart 
(an independent coworking space 
more geared towards the local 
start-up community).

In her thesis, the author identi-
fies 12 practices of legitimation 
that, over time, have contributed 
to the emergence of coworking as 
a discipline in its own right: 1.On 
-boarding community members; 

2.Managing networks; 3.Atten-
ding unifying events (trade 
shows, gatherings, etc.); 4 & 5. 
Speaking as a community; 6 & 
7. Organising events; 8. Offi-
cially opening a coworking space; 
9. Setting norms and rules; 10. 
Standardising facilities and 
equipment; and 11 & 12. Deve-
loping institutional practices and 
co-constructing meaning. At the 
same time, the author observes 
that these legitimising practices 
have challenged the position of 
the individual in the community 
and in society.

Practices of legitimation and emergence of a field: 
ten years of coworking in Paris

Thesis by Aurore Dandoy, PhD candidate in Management Science, 
Université Paris-Dauphine Doctoral School, France, in partnership with 
Université Paris-Dauphine Management Research Laboratory, France. 
Supervised by François-Xavier de Vaujany. Thesis defence date: 1 July 2019

The thesis is available online at: http://www.theses.fr/2019PSLED004.
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Employee recognition is one of the 
most expressed expectations by 
workers regardless of the type of 
organisation they work for accor-
ding to a TNS-Sofres/Anact 
survey conducted in 2013. When 
people talk about their work, it 
is not uncommon that the lack or 
absence of recognition at work is 
their main reason for discontent 
and the public sector does not 
escape this phenomenon. Because 
of this context, employee recogni-
tion has been the subject of much 
research in recent years. Howe-
ver, the issue of the specificity of 
the expectations of recognition 
that could be expressed by public 
sector agents has, to date, never 
been explored.

This research therefore aims to 
specify the expectations of reco-
gnition of public sector workers 
to determine the means available 
to public decision-makers to try 
to meet these expectations. It also 
studies the impact of public sector 
workers’ expectations of recogni-
tion on their level of organisatio-
nal commitment. A theoretical 
model is built from the literature 
in management sciences and is 
enriched by a first exploratory 
qualitative study made up of 35 
semi-structured interviews. A 
quantitative study, conducted by 
questionnaire with 1,259 respon-
dents, then allowed the author to 
test this model.

The results show that the expec-
tations in terms of employee reco-
gnition of public sector workers 
are numerous and can be met in 
various ways. Public sector wor-
kers want meaningful work and to 
be able to provide a high-quality 
public service, as well as the possi-
bility of developing their skills. On 
the other hand, the elements that 
have the greatest impact on the 
organisational involvement of the 
agents are the financial elements 
and the possibility of working in 
good conditions.

.

Employee recognition and organisational 
commitment in the public sector

Thesis by Marianne Capdevielle, PhD candidate in Management Science, 
Social Sciences: Territories, Economics, Law (SSTED) Doctoral School, 
University of Tours, France, in partnership with Val de Loire Research 
in Management (VALLOREM), Tours, France. Supervised by Patricia 
Coutelle-Brillet and Franck Brillet. Thesis defence date: 11 January 2019

The thesis is available online at: http://www.theses.fr/2019TOUR1001
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This thesis explains, by way of 
theoretical elements, the imper-
fections of EBA/ECB macropru-
dential stress tests, and proposes 
a new methodology of their appli-
cation, as well as two additional, 
specific stress tests. 

The author shows that macropru-
dential stress tests may be irrele-
vant when the two basic assump-
tions of the Gordy-Vasicek core 
model used to assess banks’ regu-
latory capital in internal methods 
(IRB) in the context of credit risk 
(asymptotically granular credit 
portfolio and presence of a single 
source of systematic risk which is 
the macroeconomic conjuncture), 

are not respected. Firstly, there 
are concentrated portfolios for 
which macro-stress tests are 
not sufficient to measure poten-
tial losses or even ineffective in 
the case where these portfolios 
involve non-cyclical counterpar-
ties. Secondly, systematic risk 
can come from several sources; 
the current one-factor model does 
not allow for the impact specific 
to “macro” shocks.

The author proposes a specific 
credit stress test which makes it 
possible to understand the speci-
fic credit risk of a concentrated 
portfolio, as well as a specific 
liquidity stress test which makes 

it possible to measure the impact 
of liquidity shocks on the bank’s 
soliency. He also mromoses a 
multifactorial generalisation of 
the regulatory capital valua-
tion model in IRB, which allows 
macro-stress test shocks to be 
applied to each sectorial portfo-
lio, stressing in a clear, precise 
and transparent way the syste-
matic risk factors impacting it. 
This methodology factors in the 
impact of these shocks on the 
conditional probability of default 
of the counterparties of these 
portfolios, and therefore supports 
better evaluation of the capital 
charge of the bank.

Evolution of risk management methods in banks 
under Basel III: a study on macroprudential stress 
tests in Europe

Thesis by Julien Dhima, PhD candidate in Economics, Doctoral School of 
Economics, Université Paris 1 Panthéon-Sorbonne, France, in partnership 
with the Sorbonne Centre for Economics (CES), Université Paris 1 
Panthéon-Sorbonne, France. Supervised by Christian de Boissieu and 
Catherine Bruneau. Thesis defence date: 11 October 2019

The thesis is available online at: http://www.theses.fr/2019PA01E042
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