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TARTU RAP

There is not possible to achieve development without internal changes 

Two action groups: 

1. to improve internal 

skills and processes

2. to engage citizens and 

stakeholder groups 

more effectively



3

Some

important

guiding principles

from partners
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Where is the connection between better user-centric public e-services and 

more innovation?

- The user-centric, simple, transparent services, the more TRUST

towards local government

- The higher level of trust, the higher readiness to start changes, share 

ideas and to cooperate, and this might be INNOVATION
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Internal challenge

Official–centred

Citizen-centred  
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#1

What we have done within the BETTER 
action plan and next to that?

develop internal processes:

• public service development team establishing 
(May 2020) 

• mapping public services (Summer 2020) 

• service development proposal template 

• implement the „service owner principle“
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Mapping results of public services 
• In Tartu we provide more than 440 public services 

• With the subdivisions (schools, kindergartens, museums, cemeteries etc) 

there are about 700 public services 
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#2

What we have done within the 
BETTER action plan and next to 
that?

improve internal skills:

• service design training 
programme for service owners 
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Service design training 

programme

12 service owners and members 

of public service development 

team

7 training days with problem 

detection and prototyping

3 selected problems and 

prototyped ideas from local 

government area

Photo from training day 4:

ideation and out-of-box thinking
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#3

What we have done within the 
BETTER action plan and next to 
that?

improve internal skills:

• Share and introduce service 
design sample processes and 
projects within organisation 
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New and redesigned services

IT-component is often only one (small) part of the actual service. 

Still, it can dramatically improve the supply of the traditional service
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#4

What we have done within the BETTER 
action plan and next to that?

Improve digital engagement:

• geoHUB as public engagement and 
collaboration platform 

• promotion activities 

• sample projects in the platform 
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Engagement with GeoHUB
https://kestliku-arengu-platvorm-tartu.hub.arcgis.com/

https://kestliku-arengu-platvorm-tartu.hub.arcgis.com/


Project smedia

Thank you!
Anneli Säälik 

anneli.saalik@tartu.ee
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