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Activity 1 — Current state assessment of PSD and international benchmarking

1 Introduction

This document has been designed to analyse current state of the Public Services Delivery (PSD)
System to identify baselines for the development of the long-term strategy for PSD System in
Uzbekistan till 2025 as a part of the Activity 1 (out of 5) in the engagement. The analysis presented in
this report cater to the following:

1. effectiveness of the system of public services

analysis of the institutional environment and global development trends in public services

SWOT and PEST analysis

identification of key activities undertaken at the international, regional, national and local levels

analysis of the opportunities and risks of developing a system of public services in modern

socio-economic conditions

6. analysis of the structure of documents regulating the procedure forthe provision of public
services

7. assessing the quality of the Customers’ feedback system

8. vulnerable groups’ access to the public services

9. frontand back offices management improvement

10. monitoring mechanisms improvement

11. international benchmarking

a s LN

The scope of work and the upcoming stages can be seen in the table below

Table 1: Activities and stages of the engagement

Activity D o Timeli
escription imeline
(As per the ToR) P
Analytical information based on the results of
studying and conducting a comprehensive
. . . . January-
1 Activity 1 analysis of the current state of the public services March
. . arc
delivery system and the results of studying
international experience
2 Activity 2 Draft Strategy
Draft road ti lan) forimpl tati f th
3 Activity 3 raft roadmap (action plan) for implementation of the
Strategy
I f the draf d th d Planned
L Final version of the draft Strategy and the roadma, .
4 Activity 4 . . . 9y P during
(action plan) forimplementation of the Strategy April-June
Development of a draft normative legal act on the
5 Activity 5 approval of the Strategy and the roadmap (action
plan) forimplementation of the Strategy

The analysis presented in this report is of prime importance as these findings form the basis for the way
forward forthe engagement including the preparation of the long-term strategy and implementation road
map which shall be prepared in the upcoming stages of the engagement in Activities 2, 3 and 4
respectively.

1.1 Document Structure

The table below represents the general structure of the report for the purpose of ease of navigation and
reference and thereby assess the completeness and exhaustiveness of all the key topicsin accordance
with the Terms of Reference.
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Activity 1 — Current state assessment of PSD and international benchmarking

Table 2: Structure of the report

Reference in the report

Scope of Work

(as per the Terms of Reference) Section Name Page No. Snapshot of the section
Strategic goals and objectives have been developed based
Development of a system of goals, . .
o . . on the current assessment which considers the on-ground
objectives, targets and indicators for Strategic Goal — . ) )
. . issues and real needs of the people and analysis of strategic
assessing the effectiveness of the Happy end user — .
. . o L . 76 programs undertaken at different levels.
system of public services, taking into monitoring the journey . . S
) J Our strategic objectives designincorporates the need for
account the real needs of the population | from beginning to end - . .
. . target indicators (KPIs) for an effective monitoring of the
and business entities . .
services to ensure an enhanced user experience.
Analysis of the institutional environment Global development Institutional and development trends in public sectorin
and global development trends in public | trends in public 60 Denmark, South Korea and Kazakhstan are elaborated in the
services services section.
The Section caters to both internal and external factors that
) . affect development of public services in Uzbekistan.
Analysis of internal and external factors . ) . o
. . The SWOT analysis presented in this sectionis based on the
affecting the development of public . . . o
. . information gathered during the site visits conducted at
services using SWOT and PEST . . . .
sis. foll d4b Hing the fact SWOT and PEST various PSCs, consultation with relevant stakeholders in
analysis, followe sorting the factors an -
_y . y . d . 53 PSA, PSC and other Government entities and even end
by importance, identifying the most Analysis . .
. D users such as public and legal entities.
important and determining the areas of . . )
. . The presented PEST analysis identified key issues that have
development of the provision of public . . .
. : impact on the Agency, their risk of occurrence, possible
services ranked by importance e . .
mitigation mechanisms and ranked them based on their
impact on Public Service.
Identification of key (multiplying) Strategic activities (at various levels such as International,
activities undertaken at the international, | Assessment of Regional, National and Local) of relevance and importance
regional, national and local levels with existing strategic 71 have been identified based on our interactions with PSA, and
ranking of goals by importance with a activities their objectives have been prioritized considering their direct
comparative assessment of the impact of impact on Public Service Delivery System.
Final Report
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Scope of Work

(as per the Terms of Reference)

Section Name

Page No.

Reference in the report

Snapshot of the section

local goals on achieving the main goals These objectives have been considered while developing the
of the Strategy Strategic Goals and Objectives.
Detailed analysis is presented in Annexes separately.
Analysis of the opportunities and risks of Kev risks and Risks and corresponding mitigation steps are divided into
developing a system of public services in mit)i/ ations 82 four main categories: technological, funding, capacity-
modern socio-economic conditions; g building and legal.
Analysis of the structure of documents
regulating the procedure for the .
g . g P . . L Regulatory and legal analysis has been performed for the
provision of public services, taking into . .
. , Current state Public Services Agency and forthe three processes
account the specifics of the Customer’s .
o assessment of 29 shortlisted.
activities and the study of the actual . ) . .
. ] o ] shortlisted services An inventory of all the legal documents analysed are included
implementation of existing requirements .
. . as part of the Annexure to demonstrate the exhaustiveness.
of normative legal acts adopted in the
provision of public services
. . . . Based onvarious stakeholder interactions including end
Improving mechanisms for enhancing Strategic Goal — . o )
. . . users and legal entities, site visits and data analysis,
the quality of public services and Happy end user — _ o . s
. . . L . 76 improvement opportunities were identified and elaborated.
assessing the quality of the applied monitoring the journey o .
) . T These opportunities have been used for preparing the
feedback system with users of services from beginning to end . S . . .
strategic goals and objectives and elaborated in this section.
Consideration of the access of the . The current state assessments catering to the quality,
. . . Key observations from oo . .
population to public services and the site visits accessibility, infrastructure for residents in rural areas
improvement of their quality, for 23 including the vulnerable group were performed through our
residents of rural areas, including site visits.
Current state .
vulnerable groups such as women, youth 29 Based onthese end user feedbacks on the issues they face,
. assessment of : ;
and children, the elderly and . . areas forimprovement were collected and further navigated
) o shortlisted services o e
people with disabilities in improvement opportunities.
10
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Activity 1 — Current state assessment of PSD and international benchmarking

Scope of Work

(as per the Terms of Reference)

Section Name

Page No.

Reference in the report

Snapshot of the section

Improving the management of public Strategic Goal —

9 services in front and back offices (PSC, Happy end user — Based onvarious stakeholder interactions including end
organizations and departments monitoring the journey 76 users and legal entities, site visits and data analysis,
providing public services) from beginning to end improvement opportunities were identified and elaborated.

29 These opportunities have been used for preparing the
o ) Current state strategic goals and objectives.
10 Improvemer_ﬂ _Of monltor.mg me_chanlsms assessment of Front and back offices overview and their improvements are
forthe provision of public services shortlisted services covered in both sections.
The possibility of . : .
o ibility of introduci int g . y Based on our assessment of international benchmarking for
e possibility of introducin introducin -
11 | . P . y . g . ) 9 63 Denmark, South Korea and Kazakhstan, opportunities for
international experience international . o . .
. implementing in Uzbekistan have been considered.
experience
11
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Activity 1 — Current state assessment of PSD and international benchmarking

1.2 Our approach and logical framework for improving the Public Delivery System in Uzbekistan

Figure 1: Approach and logical framework for the engagement

Result HAPPY USER

How do we achieve these results?

Change management

—EEILIEG 1. Organize strategic sessionsandtrainings - providing methodological

Step4 d:\:lopment of assistance and consulting supportin eliminating identified inconsistencies and
st Enhanced staff expertise improvements.
Criteria & KPls 1. Design key activities along with KPIs, timelines along with intermediate and
Development of o _ o final milestones, stakeholdersinvolvement, etc.
- \, Activity designand timelines 2. Identify key risks associatedwith not proceeding with the initiatives and assess
Step 3 Implementation ' o -
roadmap Goals, objectives & effect its impact on-the- ov-erall objectlves- . N
3. Prepareanindicative RACI Matrix to clearly define and distribute the
+, Stakeholders responsibilities with minimal overlaps and effective implementation of the strategy
Vision, goals and objectives 1. Assessexistingstrategies and vision available at a country level and
incorporate these during design of way forward for PSA
Step 2 Preparation ", Designofimprovement 2. Design detailed opportunities forimprovements based on current state
P of Strategy % opportunities assessmentconducted as a part of Activity 1 and validate them with the client
" ) 3. Conductprimarywith necessary stakeholders to align the overall strategic
Target oppoertunities objective'; ry v g g

P, A NTTT T T T T o m s s Y T Y YT T YT YT T TTTTTTTTTTTTTTTTT=T=== ~
! Identify 1. Identify and prioritize (based on ease benefits and ease of implementation) key |
| Current . issues in the processes through site visits, interactions with end users and service !
| Step1 State ., Validate providers !
| Assessment " Prioritize 2. Validatethe draft findings based on statistical data and incorporate client :
' Currently we are here . " 5 feedbacks for further improvements !
| . Internationally benchmark . 3. Benchmark with global bestpractices to adoptimplementable bestpractices !
A /

This approach has been designed giving prime importance to the end user and thereby develop the strategy based on a ‘happy end user concept’. Hence,
providing an enhanced user experience meets the overall objective of the engagement which is to improve the overall quality of the Public Service Delivery
(PSD) System in Uzbekistan.

12
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Activity 1 — Current state assessment of PSD and international benchmarking

1.3 Shortlist of services

Per the contracted scope of work, the current state assessment caters to analysis of three services,
one fromthree government entities provided by the Client based on the email dated December 3, 2020.
The list of entities is presented below:

1. Ministry of Construction,
2. Cadastral Agency under the State Tax Committee,
3. Ministry of Information Technology and Communication.

In order to ensure that improvement of these services has a cascading effect on all the above-
mentioned government entities, atried and tested approach to services shortlisting has been designed.
Details are covered in the subsequent sections.

Figure 2: Services selection approach

' ~ r ™

Services review Scoring Services selection

@ ki

1.3.1 Services review

Services review cover the following steps:

1. Formation of the exhaustive list of services provided by the Agency i.e. 154 services?.
2. Determination of the list of top-20 services by the number of requests for further analysis.

The Cadastral Agency and the Ministry of Construction cater to about 33%2 of total rejected
applications, which indicates their importance for services improvement. The Ministry for
Development of Information Technologies and Communications, being the main provider of IT
infrastructure, is also short-listed.

1.3.2  Scoring

A matrix was developed for scoring services with the determination of the weighting criteria
characterizing the main aspects of the provision of services. The criteria were selected in accordance
with the objectives of the project. Each criterion is considered below:

1. Availability of service criterion is designed to identify any issues related to service delivery
opportunity. In other words, determine and give high rank for services which are not accessible
for all people no matter where they apply, e.g. from city, town or rural area.

2. Number of requests criterion is designed to identify the most demanded services. If a service
has a high demand rate, it is to be delivered in an efficient way. Thus, its pain points should be
analysed first.

3. Percentage of overdue requests criterion is designed to identify and rank services which are
not provided in due course, signalling that there might be potential areas forimprovement.

https://davxizmat.uz/ru
2 KPMG analysisbased onthe data provided by PSA

13
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Activity 1 — Current state assessment of PSD and international benchmarking

Socio-economic impact criterion is designed to identify and rank services forwhich vulnerable
groups of the populationrefer. Such approachenables improving the quality of life of vulnerable
segments of the population.

Digital process criterion is designed to identify and rank those services which are not digitized
yet, meaning that they cannot be obtained online. When a service is not digitized, it
automatically makes it more time-consuming, and, thus, underlying reasons of its online
absence need to be analysed.

Legal changes criterion is designed to identify and rank those services provisionof which might
require legal changes.

Figure 3: Scoring mechanism

(01
02
03
04
0o
06

Coverage Available Available in towns Not available in rural
everywhere areas 1 57
0
Quantity <10K 10K - 100K >100K
0%
0
Share of overdue <10% 20-30% >30%
requests 25(/
0
Socio-economic Does not target Targets vulnerable’ Targets vulnerable’
impact vulnerable and notin  orin line with the and in line with the ’l UC/
line with the country’s strategy country’s strategy 0
country’s strategy
Digital process Yes Partially No o
[o%
Legal changes Does not require Partially Required

10%

MNote: (1) vulnerable groups include women, youth and children, the elderly and disabled

1.3.3

Services selection

All services of the short-listed entities are scored using scoring mechanism described above. As a
result, three services, one for each entity, scoring the highest points are considered as key ones and
chosen for further analysis.

Key services are the following:

1.

3.

Ministry of Construction — Service 1. The commissioning of completed construction
(reconstruction) facilities

Ministry for Development of Information Technologies and Communications — Service
2. Provision of license to a network service provider without the right to create its own
network

Cadastral Agency — Service 3. Application of State registration of rights to real estate

The improvement of these shortlisted services will potentially have an impact on a larger scale,
influencing other services and thereby improving the overall quality of the public service system. The
applied scoring mechanism with detailed calculation is presented in the Annexure - Scoring mechanism
and its calculation for identifying three key services.
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Activity 1 — Current state assessment of PSD and international benchmarking

2 Current state assessment of Public Service Delivery

2.1 Introduction to the current state of Public Service Delivery in
Uzbekistan

This Section of the report caters to the analysis of the institutional environment of providing public
services in Uzbekistan, while the global development trends in public services shall be covered in
Section5 - Globaldevelopmenttrends in public services where countries such as Kazakhstan, Denmark
and South Korea have been assessed extensively.

Since 2017, Uzbekistan has been consistently upgrading its system of public services provision, which
contributes to improving the quality of life of the population, the investment climate, business
environment and business development, as well as effectively addressing key social and economic
development issues.

According to the decision of the Ministry of Justice and National Agency of Project Management under
the President of the Republic of Uzbekistan dated September 13, 2019 Ne3181 "On approval of the
unified register of public services"”, a total of 716 public services are provided in the Republic of
Uzbekistan.

Applications are submitted through a Single Portal for Interactive Public Services?® (hereinafter the
SPIPS, my.gov.uz), Ministries or through visits to the Public Service Centers4. Integration with the
Committee of Statistics and other agencies is implemented as part of the optimisation of the process of
submission of services, however, application processing is made through the own information systems
and databases of state bodies and other organizations in the sphere of provision of state services. In
case of lack of such information systems applications are processed through the SPIPS personal
cabinet®.

COVID-19 pandemic significantly increased demand for online public services provided through the
SPIPS. However, the analysis of public services revealed several problems, barriers and difficulties that
prevent individuals and legal entities from receiving public services fully online.

In the subsequent sections of the report the following assessments have been elaborated:

1. Assessment of the current state of the PSA with preliminary challenges identified

2. Key findings based on our site visits of the PSCs in both urban and rural areas and
assessment of the end user feedbacks including vulnerable category of people,
assessment of the data/information shared by the PSA, primary interactions with various
stakeholders

3. Detailed assessment of the current state of the three shortlisted processes and
identification of areas for improvement categorized into operations and processes (through
online and offline process flow mappings), technology, and legal aspects
SWOT and PEST Analysis

Design of the Strategic Goals and Objectives catering to the improvement mechanisms.

% Based on Resolutionofthe Cabinet of Ministers of the Republic of Uzbekistan No. 728 of 15 September 2017
4 Based on Decree ofthe President of the Republic of Uzbekistan No.DP 5278 of 12 December 2017
® According interviewwith Ministries

15
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Activity 1 — Current state assessment of PSD and international benchmarking

Table 3: Current state assessment for Public Service Agency

Criteria

Current situation

Preliminary challenges identified

Strategy (goals &
objectives)

Main objectives of the Agency include:

1.

Implementation of a unified state policy in the field of providing
public services to individuals and legal entities;

Improving the procedure for the provision of public services by L

eliminating redundant administrative procedures, as well as
creating electronic databases and developing
interdepartmental electronic interaction;

Formation of the Unified Register of Public Services,
coordination of activities of the government bodies and other
organizations in this area,;

Participation in the development of unified approaches to the
design, development, implementation and integration of
information systems, resources and databases used in the
provision of public services;

Monitoring and evaluating the effectiveness of the activities of
state bodies and other organizations in the provision of public
services, including the implementation of relevant information
systems, resources and databases;

Organizing the introduction of innovative forms and methods of
providing public services, developing proposals for improving
legislation and law enforcement practice in this area.

Based on our assessment of the information shared by PSA and
gathered through stakeholder interactions and meetings the following
are observed:

Absence of a clear long-term strategy which defines ‘to-be’ model,
key strategic and improvement initiatives, implementation roadmap,
stakeholder matrix, etc. poses a potential risk in meeting key
objectives of the Agency;

Limited availability of annual business plans that prioritize all the
above-mentioned strategic initiatives in a yearly manner poses risks
of insufficient allocation of Agency’s resources, such as human,
capital and financial resources;

Monitoring and evaluation of the effectiveness of state bodies and
other public services organizations, including the implementation of
relevant information systems, resources and databases, are not
performed in accordance with the goals set.®

¢ Based on interview with PSAand lack of KPIs aimed at effectiveness ofstate bodies and other public services organizations

KPMG
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Activity 1 — Current state assessment of PSD and international benchmarking

Current situation

Preliminary challenges identified

Funding

Since December 2017 the Agency is funded through:
a. State budget
b. 100% of total fee for state registration of business entities,
and 20% of total fee for providing services through PSCs
c. 10% of total fee for providing services through SPIPS

1. The Agency is planning to be self-sufficient, but athorough budget
plan should be put in place by the Agency to assess whether the
funds received from providing services are sufficient”.

2. In addition, the Agency should decide whether an attraction of
donor funds could be considered as an alternative option.

Technology

A single component® for applying for a public service has been
implemented for both the public and the PSA operators.

Versions for the visually impaired - video instructions for receiving
a public service have been implemented on the portal.

Statistics onissued public services is available on the portal.
A personal cabinet has been implemented.

A strictly defined structure of a passport for public services is
implemented.

Useful links are provided with transition to a necessary section.

Based on the KPMG’s assessment of the SPIPS, from the primary
interactions the following can be observed:

1. There are no approaches to optimize the requested information;
there is duplication of work, functionality and responsibility between
different state authorities. At many stages of the process there is an
organizational duplication of the activity of PSA, SPIPS,
Mininfocom, eGovernment center in terms of selecting public
services for optimization and automation, monitoring the provision
of public services.

2. There is no integration with information systems of government
agencies: data stored in one government system is requested from
consumers when they want to use that data to obtain another
service from another government system because of no integration
between the two.

3. There is no implementation of standard normative-reference
information (gender, citizen's status, etc.).

4. Contents of public services passportdo notinclude alist of required
documents and a format in which they should be submitted (look
Picture 56).

5. Lack of clarity of the required documents and their formats makes
it difficult to submit an application.

" Based on interview with PSA

8 MyGov and PSA operators are implemented by a single information system

KPMG
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Criteria

Activity 1 — Current state assessment of PSD and international benchmarking

Current situation

Preliminary challenges identified

Pursuant to the Resolution No. 4699 dated 28.04.2020 of the
President of the Republic of Uzbekistan "On measures to widely
introduce the digital economy and electronic government”, the e-
government architecture only includes a list of components without
description of the data flow.

Interviews revealed that the cross-industry integration platform
does not have a reservation system, and therefore there is a risk of
data loss.

The informationsystems are developed in-house or as an industrial
solution whose source codes have not been transferred. There are
no established requirements for the interaction between
governmental and non-governmental information systems.

There are no approved requirements for server equipment and the
premises in which this equipment is located. Reporting and disaster
recovery policies are required.

Organizational structure

1. Accountableto the Ministry of Justice of the Republic of Uzbekistan. | In the course of meetings and interactions with the PSA the following

2. The organizational structure for PSAis as follows:

a. Central office in Tashkent has 61 employees; 1

b. Regional offices have 11-14 employees each;

c. Each of the 14 regions have several Public Services Centres
(PSCs)® with 2-17 employees (in total there are 20310 centers
and 2 branches in Karakalpakstan); 2.

was observed:

The current reporting mechanism limits the Agency’s authority over
the relevant state bodies, for example, over other Ministries with
regards to implementing and monitoring of KPIs to ensure all the
entities are well within the stipulated service standards (e.g. service
timelines).

Cases of rejected applications were noticed when the documents
submitted by the end user for an application were scanned
incorrectly by the PSA’s staff members, indicating limited

° Source: PSAwebsite - https://davxizmat.uz/rW/menu/tarkibiy-tuzilma-chizmasi
1% Source: PSA website - hitps://davxizmat.uz/uz/map (Andijan Region - 16 centres, Karakalpakstan — 17, Bukhara Region — 13, Jizzakh Region — 13, Kashkadarya Region — 15, Namangan Region
—12, Navoi Region—11, Samargand Region— 16, Surxondaryo Region— 15, Sirdarya Region—11, Tashkent—12, Tashkent Region—22, Fergana Region — 18, Xorazm Region—12)
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Activity 1 — Current state assessment of PSD and international benchmarking

Current situation

Preliminary challenges identified

d. The total number of employees is 2,848,
employees in the office of the Registrarl?.

including 745

awareness and knowledge in the Standard Operating Procedures
for processing the application and thereby leading to an increase in
rate of rejection and poor end user experience (see Figure 64).

3. In orderto cater to remote areas such as villages, mobile vans with

the PSCs are available. 3. The lack of structured and mandatory trainings availability limits the
awareness of the personnel and thereby poses a risk in providing
guality services. This scenario might potentially limit the Agency’s
capability in conducting its desired activities and being withing the
service standards.

1. Limited availability of clear initiatives and implementation road | Based on our assessment of the information shared by PSA and
maps in process optimization in the future. Optimization is initiated | gathered through end user / stakeholder interactions and meetings the
fromabove (by orders) or based on the feedback received fromend | following were observed -

USErs. 1. The processes are not customer-centric and unoptimized. For

2. Currently, only 5 KPIs are being implemented on March 2021 (see example:

Figure 4) to monitor customer satisfaction. However, the a. Low capacity (5 mb) foruploading scanned documents into the
methodology and guidelines on how to assess the proposed criteria system for the services offered by the Ministry of Construction
Processes and need to be developed. (see Figure 59);
Procedures
b. Limited provisionon the reason forrejection of the application
by the Ministry leading to potential cases when then end user
repeats the same error during application submission (see
Figure 57, Figure 58).
2. Unavailability of clear stakeholder mapping for example, RACI

matrix12 for the Agency resulting in limited project implementation
capabilities.

1 Based on interview with PSA

12 The RACI matrix is a responsibility assignment chart that maps tasks and assigns roles and responsibilities. It stands for Responsible, Accountable, Consulted and Informed. This tool typically
allows better tracking during implementations of the activities assigned
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Criteria

Activity 1 — Current state assessment of PSD and international benchmarking

Current situation

Preliminary challenges identified

Limited direct interaction through inability for tracking and
monitoring KPIs, e.g. application processing time is not tracked and
monitored with other relevant Ministries potentially leading to
delays.

In additionto the 5 KPIs that are being implemented, other KPIs that
are under various stages of development are not provided by the
Agency to KPMG for assessment. In addition, KPIs are not shared
with other Ministries meaning that the relevant Ministries cannot
assess the work of the Agency and vice versa (see Figure 4).

Legal Aspects

Lack of a single regulatory legal act regulating relations arising in
connection with the provision of public services, defining the entire
system and structure of public services (principles of provision of public
services, rights and obligations of recipients of services and authorized
state bodies, requirements for administrative regulations and
organization of the provision of services and other questions).

Lack of a single regulatory legal act in the form of a law regulating
all issues arising in connection with the provision of public services.
Such laws were adopted in Russia "On the organization of the
provision of state and municipal services" dated July 27, 2010
N210-FZ and Kazakhstan dated April 15, 2013 No. 88-V "On state
services". The adoption of such an act will make it possible to
establish a unified approach to the provision of public services, to
introduce uniform criteria in the organization of public services, to
clearly delineate the powers of state bodies in the field of public
services, to improve the procedures for the provision of public
services, including those provided in electronic form, as well as to
speed up the process of synchronization between government
agencies.

Final Report
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Activity 1 — Current state assessment of PSD and international benchmarking

Figure 4: KPIs for Public Service Agency introduced in March 2021

Full Name
of the Employee

Main aspects of activity in Public Service Centers (PSC)

The pace and convenience ofthe
services at the PSC for
individuals and legal entities

The existence of complaints
and dissatisfaction appeals
from individuals and legal

The legitimacy and
justification of the
actions taken

The literacy and
capacity of the
employees of the

The effectiveness
of the cooperation
between PSC and

Average Grade

Document classification — KPMG Confidential

entities towards the actions PSC individuals or legal
of the employees of the PSC entities
0-10 0-10 0-10 0-10 0-10 0-10
0-10 0-10 0-10 0-10 0-10 0-10
0-10 0-10 0-10 0-10 0-10 0-10
0-10 0-10 0-10 0-10 0-10 0-10
0-10 0-10 0-10 0-10 0-10 0-10
0-10 0-10 0-10 0-10 0-10 0-10
Total
: A‘r;‘:ge) 0-10 0-10 0-10 0-10 0-10 0-10
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2.2 Approach for current state assessment of Public Services Delivery

In order to assess the current state for the three processes identified in the section above, the following
approach was applied — Public Service Centres in both rural and urban areas were visited, and end
user surveys were conducted in which feedbacks were taken from various categories of population
including the vulnerable category of people.

The site visits and end user surveys were conducted for assessing the following key aspects —

1. The current state of the quality of the public services provided to the end users to identify key gaps
and thereby design improvement mechanisms forimproving the quality of public services.

2. The access and current state of services for the population including residents of rural areas,
vulnerable groups such as women, youth, children and elderly people with disabilities.

3. Current state of management of the front and back offices for the public services and thereby build
opportunities forimprovement.

4. Current level of monitoring of the public services for identify the gaps and thereby suggest
improvement mechanisms.

Table 4: Details of the Public Service Centres visited during our current state assessments

District / City Location Type Region Visit Date
14 -15 Dec 2020;
1 | PSC, Yunusabad District Urban Tashkent
22 Jan 2021
2 | PSC, Chilanzar District Urban Tashkent 25-26 Jan 2021
3 | PSC, Khiva City Urban Khorezm 28 Jan 2021
4 | PSC, Pakhtakor District Rural Jizzakh 19 Feb 2021
5 | PSC, Sharaf Rashidov District Rural Jizzakh 19 Feb 2021
6 | PSC, Akaltyn District Rural Sirdarya 19 Feb 2021
22
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Figure 5: Map of site visits
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2.2.1  Key observations from the site visits

Qe vuiieabor:
District ) Xyya

Table 5 shows the key findings of the survey of the Centres13 and interviews with public service users.

Table 5: Key observations from the site visits

Parameters

Details

1. Multiple cases were observed when end users were re-
directed to alternate counters as the personnel in the counter
was unable to process the specific application type due to
lack of expertisein processing the same!4. This scenario was

References /
Sources

— Based on site visits

— See Figure 52,
— See Figure 53,
— See Figure 54,

observed where the end user was unable to make a
successful payment.

b. Offlinechannel — end users can make their payments
in cash at the Cashier!> desk or through any bank.
Some of the PSCs have a branch of Orient Finance

General : .
1 operations adding to the additional wait time for the end users See Figure 55
2. Long queues leading to significant wait time forthe end users
were observed against counters especially in the peak hours
of operations in PSCs in key cities in Urban areas such as in
Yunusabad and Chilanzar Districts
1. Payments can be made through — - B?sedtgn ith
a. Online channels such as Click, PayMe - end users Interac 'ofr;_s W:
need to link their bank accounts with these Center o 'C!as as a
o part of the site visits
application for successful cash transfers. However,
. . . — Based on
Payment while attempting to make payments by scanning the ) )
2 QR Code on the invoice, multiple instances were observation during
procedures ’ site visits and end

user interactions
— See Figure 43
— See Figure 44

3 Thelistof Centers where observations were made isgivenin Table 4
4 During the site visitsat PSCs in Yunusabad and Chilanzar District based on observations and end user feedbacks at least 5-
10 such caseswere notedinaspanofabout2hours

15 Representative of mailing agency O'zbekiston pochtasi
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References /
Sources

Ne Parameters Details

bank within its premises, however the user can
choose to make this payment in any other bank as
well. The surveyed Centers were observed to have
branches of at least one bank in the near vicinity.
During the site visits and end user interactions,
delays in making payments were observed owing to
Orient Finance Bank’s system down issues.

2. A confirmation regarding a successful payment is displayed
in PSC's system within a minute while actual transfer of the
paid amount may take up to one day.

3. The end user is notified with an SMS regarding the
confirmation of the payment so that there is no delay in
processing the application.

4. Not all Centers were observed to be equipped with ATMs that
allow the end users to withdraw cash and pay for their
services.

5. Though the Centers and key locations in the cities are in the
process of being equipped with Self-Servicing Machines
which have an optionto make payments using any UZCard
and print the invoice, however the same is yet to
functionalize.

— See Figure 41
— See Figure 42
— See Figure 43
— See Figure 44
— See Figure 45
— See Figure 60
— See Figure 61
— See Figure 62
— See Figure 63

1. The Centers are equipped with monitors that display the
token number and the counter number to which that token is
assigned to direct the end users to their corresponding
counter.

2. Each counter is equipped with a user experience evaluation
tool; however, data on end user satisfaction is not being
captured to evaluate the user experience. Implementation of
this tool would be essential in assessing the overall end user
satisfaction index which could be monitored as one of the
KPIs at Center, Region and Country level.

Infrastructure — 3. The Centers have limited power back up infrastructure.

3 General Aspects During our interactions and site visits, especially in rural

areas average power outage time recorded was about 30
mins in a week, however the Centers experience very long
duration of power outages for about 4 hours during strong
winds 16 leading to potential inconvenience caused to the end
users as some of them travel long distances to get their
service processed.

4. Poor Internet speed in local area comparative to
neighbouring and comparable countries such as Kazakhstan.
Average internet speed!’ in Uzbekistan is equal to 34.62
Mb/s, while in Kazakhstan it is 52.95 Mb/s. Poor Internet
connection in remote areas according to coverage maps of

16 At the time of survey on 19 February 2021 the wind speed of 20-25 km/hr was observed
1 According to Speedtest Global Index, https://www.speedtest.net/global-index
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Details

operators such as Beeline, Uztelecom and Ucell (see Figure
61, Figure 62, Figure 63)

Some of the Centers are equipped with ATMs, Self-Servicing
Machines and even desktops to aid the end users in receiving
the service.

Based on our site visits, PSCs in the rural districts were found
to have adequate number of counters for processing the
application for the services, however in key cities such as
Tashkent long queues were observed considering the large
footfall of people visiting the center.

Basic facilities such as availability of drinking water was
observed to be available in the Centers visited.

References /

Sources

Infrastructure —
Focusing on
vulnerable
category of
people

Priority treatment for elderly or disabled category of people is
not documented as a Standard Operating Procedure as
dedicated counters or tokens are not available when such
category of people visits the Center. However, as a cultural
practice end user allow these categories of people to receive
the services ahead of them

Mobile vans, one per each district (Mobile PSCs) are
available forregular visits to Mahallas on Saturdays. They ply
as per designated routes and schedules. PSC officials are
equipped with laptops to provide service in remote locations
and even carry a printer to provideinvoices and receipts. The
routes of the mobile vans are customizable and travel to
locations requested by elderly and disabled.

PSCs in which the buildings are owned and operated by PSA
have ramps to allow access to the disabled and the height of
the counter desk is reasonable and convenient to access.

a. The Centre in Yunusabad in Tashkent had no ramps
for the disabled to access and the counters were
positioned such that end users need to stand and
process their application thereby again causing
hindrance to the disabled and elderly citizens

b. The Centre in Akaltyn District in Sirdarya has no
available ramps for the disabled however, the
building under construction addresses this issue

Other basic infrastructure facilities such as Lavatories for the
disabled were found to be absent in the visited Centers.

— See Figure 46
— See Figure 47
— See Figure 48
— See Figure 50
— See Figure 51

Accessibility

During our site visits in rural areas it was learned that about
100 - 40018 people visit each Center per day and on an
average about 5 - 9 counters were available to process the
application. With an approximate observed processing time
of 5— 10 mins per applicant, the maximum utilization during

— Based on

observation during
site visits and end
user interactions

— See Figure 52
— See Figure 53

18 Source — PSA, See Table 23
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References /
Sources

Ne Parameters Details

peak hours of operations is less than 93%1° which is | — See Figure 54
reasonable. However, based on our site visits to PSCs inkey | — See Figure 55
cities in urban areas, long queues were observed against
each counter

2. During interactions2® with end users regarding their
accessibility towards the Center, no major concerns were
expressed, however some of the end users had to travel
about 20 — 30 kms to reach the Center while others
commuted about 2-3 kms.

. . - — Based on
1. There is no structured or a systematic training program or interaction with

calendar forthe employees in PSCs as most of the trainings |  center officials as a
are conducted on ad-hoc basis with no mandatory part of site visits
participation requirement (for example there are weekly
update meetings that happen on Zoom regarding newly
introduced laws, services and decrees)

2. Employees in the Center need to undergo a mandatory non-
certificate training program?2!, This program envisages to
assess the employee’'s knowledge on legislation and
procedures for providing services.

3. Limited availability trainings for the new recruits on the
subject matter knowledge in processing the services
potentially leading to errors while processing and submitting
necessary documents to Ministries.

People -
5 | Learning and
development

2.2.2 Voice of the end users

The survey was performed in January 2021 with an objective to examine current state assessment with
provision of public services to develop hypothesis and recommendations to further improve system of
public services. The survey was conducted among the public during their visit to PSCs and the
guestions catered to identification of the profile of respondent, to assess current state of public services,
to collect feedback from end users. It may be noted that during our survey in order to ensure that the
feedbacks are collected from all types of users (including vulnerable category of people), people within
various age groups and level of employment were covered.

19 Calculated based on the following assumptions —maximum number of users per counter is about 44 and assuming maximum
processing timeof 10 minutes, total required timefor processing is about 440 minutes (~7.4 Hours). Utilization of 93% cal culated
assuming effective operational hours of acounterto be atleast8 hours

% Based on the end userinteractions from Centers in Sirdarya and Jizzakh regions

% The programis expected to be implemented starting from 2021 onwards
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Table 6: Analysis of the survey among end users

Age Work?22 Key feedback Impact
S Difficulties with
Age distribution Employment status L .
obtaining information .
- Medium
and providing
6.3%
6.3% ©-5% feedback
m18-25
® Unemployed
Lack of clear
26-40 instructions and pre-
® Employed . .
requisites for starting
m4Les the application Medium
=N/A
mOver 56

Some of the key feedbacks for the questions are elaborated below —
Question: What changes are needed to improve the efficiency of the agency of the public services?

Feedback: End-users has limited understanding on list of documents required and instructions for
processing the application. Hence demand in high skilled staff is high.

End-users also mentioned availability of limited channels for requesting information such as call-center
and website (my.gov.uz) and lack in feedback provision, such as telegram-bot and complaint register,
which force end-users to visit PSC in order to submit application without risk.

Figure 6: Citations from public

. 1. Respondent 1: “| cannotreach Call center and website (mygov.uz) is hard to understand” \
2. Respondent 13: “No transparency in work; | cannot provide feedback through telegram bot”
3. Respondent 15: “| am asking information about processing of the application, but PSC cannot
provide precise information”
4. Respondent 16: “| did not find clear instructions what need to do before starting application”
5. Respondent 18: “| think, everything is good enough”
6.

Respondent 20: “| would apply applications online if website would more user friendly” /

Figure 7: Citations from Legal entities and firms

1. Respondent 5: “If PSC would increase qualification and language capacity of
personnel, long lines to submit application in PSC would decrease”

2. Respondent 11: “Develop available call center”

3. Respondent 17: “I have problems with payment procedure due to system downtime;
Make user friendly mobile application”

22 Unemployed includes females who are homemakers
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Question: Why are you not using online services?

Feedback: Many of the users do not have access to a desktop with internet especially in rural areas to
use online services. Moreover, online services require digital signatures which cannot be transferred to
any other device such as a mobile phone which has access to internet.

Some of the users indicated their unawareness regarding the usability of the services and absence of
clear instructions in submitting exact documents in the prescribed formats.

Considering payments made to most services are non-refundable the end users prefer to visit the
Centers to be risk averse.

Figure 8: Citations from public

—_

. . Respondent 21: “l do not have accessto a personal computer with internet where | can use my \
digital signature”

Respondent 22: “| am not aware how to use the services online”

Respondent 23: “| am afraid whether my application would get rejected as | am not aware of the
exact procedures and requirements in terms of documents to be furnished

4. Respondent 24: “Payment to these services are non refundable in case of rejection, | do not want to
take the risk and hence | prefer coming to the Centre

5. Respondent 25: | may use online services if a mobile application is made /

w N
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3 Current state assessment of shortlisted services

This Section of the report caters to identifying the most important and determining the areas of
development of the provision of public services.

Understanding of current condition of three processes with area of improvement and analysis of
documents regulating the procedure for the provision of three public services was provided below.
Assessment of current condition based on designing of process flow mapping and analysis of key
criteria such as Process design23, People, Technology, Regulatory and Legal and Assessment of the
applications processed. Analysis of the structure of documents regulating the procedure for the
provisionof 3public services, considering the specifics of the PSA’s activities and the study of the actual
implementation of existing requirements of normative legal acts adopted in the provision of this public
services. Analysis of current state was conducted to identify internal and external factors affecting the
development of public services. In next section of the report, identified factors would be ranked by
importance using SWOT and PEST Analysis.

Description of shortlisted processes -

1. Service 1 -“The commissioning of completed construction (reconstruction)facilities” by Ministry
of Construction;

2. Service 2 - "Provisionof license to a network service providerwithout the right to create its own
network” by Ministry for Development of Information Technologies and Communications;

3. Service 3 - “Application of State registration of rights to real estate” by Cadastral Agency.

3.1 Process flow mapping

Process flow mapping was conducted to understand current condition of providing service for above
said processes. All steps for receiving services online (my.gov.uz) and offline (PSC) were designed to
identify gaps and areas of improvement. Key challenges for further improvement are identified and
further described in Section 3.2.

Main steps of offline process flows were analysed by site visits and interviews with PSC, Ministry and
end users. The process begins with the preliminary visit at PSC and ends with the final feedback sent
to the end user.

Online process flow for receiving public service was analysed through SPIPS (my.gov.uz) using
electronic digital signature (EDS) which was further validated through site visits and collectionfeedback
from end-users. The process begins with searching for the service in my.gov.uz and ends with the final
feedback.

3 «Design”describes howthe process is built
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Activity 1 — Current state assessment of PSD and international benchmarking

3.1.1 Service 1 - The commissioning of completed construction (reconstruction) facilities

Process flowmap has been designed based on the Resolution of the Cabinet of Ministers dated May 18, 2018 No. 370 and interview with Ministry of Construction.

Figure 9: Offline process flow mapping — The commissioning of completed construction (reconstruction) facilities
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Activity 1 — Current state assessment of PSD and international benchmarking

Figure 10: Online process flow mapping — The commissioning of completed construction (reconstruction) facilities
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Activity 1 — Current state assessment of PSD and international benchmarking

3.1.2  Service 2 — Provision of licence to a network service provider without the right to create its own network

Process flow mapping has been designed based on the Resolution of the Cabinet of Ministers dated November 22, 2000 No. 458 and interview with Ministry
for Development of Information Technologies and Communications.

Figure 11: Offline process flow mapping — Provision of licence to a network service provider without the right to create its own network
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Activity 1 — Current state assessment of PSD and international benchmarking

Figure 12: Online process flow mapping — Provision of licence to a network service provider without the right to create its own network
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Activity 1 — Current state assessment of PSD and international benchmarking

3.1.3  Service 3 — Application of State registration of rights to real estate

Process flow mapping has been designed based on the Resolution of the Cabinet of Ministers dated December 29, 2018 No. 1060 and interview with Cadastral
Agency.

Figure 13: Offline process flow mapping - Application of State registration of rights to real estate
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Activity 1 — Current state assessment of PSD and international benchmarking

Figure 14: Online process flow mapping - Application of State registration of rights to real estate
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3.2

Activity 1 — Current state assessment of PSD and international benchmarking

Key challenges identified for further improvement

Shortlisted processes have critical issues to be resolved, including integrating systems, improving the
institutional framework of public service delivery, centralized provision of services, optimize processes,
strengthening strategic management tools and the necessary mechanisms to support these changes.

3.2.1

Process design

Current state assessment for shortlisted processes shall be covered in Section 8.2.

Identified key issues for above said 3 processes -

3.21.1

a.

3.2.1.2

Accessibility of service

During our site visits in rural areas it was learned that about 100 - 400 people visit each Center
per day and on an average about 5 - 9 counters were available to process the application. With
an approximate observed processing time of 5— 10 Mins per applicant, the maximum utilization
during peak hours of operations is less than 93%24 which is reasonable. However, based on
our site visits to PSCs in key cities in urban areas, long queues were observed against each
counter (see Figure 52, Figure 53, Figure 54, Figure 55)

Since the populationis expected to grow, the number applications are also expected to rise
significantly thereby needing a better accessibility to the services of PSC online to mitigate risk
of overcrowding in PSC and poor end user experience. According to the data provided from
PSA, only 33% of applications provided online to end users in 2020, hence there is significant
potential forimproving online services (see section 3.2.5)

Poor Internet speed in local area comparative to neighbouring and comparable countries such
as Kazakhstan. Average internet speed?® in Uzbekistan is equal to 34.62 Mb/s, while in
Kazakhstan it is 52.95 Mb/s. Poor Internet connection in remote areas according to coverage
maps of operators such as Beeline, Uztelecom and Ucell. (see Figure 60, Figure 61, Figure 62,
Figure 63)

Low accessibility for people living in rural areas and for people with disabilities such as, bad
Internet coverage, absence of sign language interpretation forthe disabled, poorly developed
egov.uz mobile app etc. (see Figure 60, Figure 61, Figure 62, Figure 63).

Operations and processes

Limited awareness among the public on required documents due to poor description of
service’s passport. For example:

i. There are not clearly stated requirements for documents in service’s passpott from
PSC even in the SPIPS (see Figure 56)

Limited availability of prescribed standards / quality checks to ensure compliance of the
documents uploaded leading to potential rejection of the applications owing to reasons such as
poor clarity of the scanned documents, incorrect documents being uploaded etc. For example:

i. There is no back end automated system check on the document that is uploaded
against the prescribed requirements to avoid any potential errors on correctness
and compliance of the documents being uploaded 26

% gource and calculation method are elaborated in the Section - Approach for
% According to Speedtest Global Index, https://www.speedtest.net/global-index
% gource—Based on KPMG’s observation during site visits at PSCs
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Activity 1 — Current state assessment of PSD and international benchmarking

c. Front end counters are not segmented based on the line of service or on providing entities.
Such a structure leads to limited awareness of the end to end process requirements forthe
front desk officers leading to re-direction of end user to different counters adding to additional
wait times.

i. During site visits it was observed end users were often redirected to other
counters??

d. Limited provision on the reason for rejection of the application by the Ministries leading to
potential cases when then end user repeats the same error during application submission. For
example:

i. Rejection notice from PSA (see Figure 57)
ii. Rejection notice from portal my.gov.uz (see Figure 58)

e. Limited capacity for uploading documents, leading to potential rejection of the applications
owing to reasons such as poor clarity of the scanned documents. For example:

i. Capacity for service of the commissioning of facility completed by construction
(reconstruction) is 5 Mb (see Figure 59)

Based on current state assessment, high-level opportunities for improvement were identified and the
impact of these opportunities on the end user experience (from Low to High) were assessed (Figure
15)

Figure 15: A deep dive of key opportunities identified forimprovement — Process design

Impact on user

S. No. Opportunity experience

Unavailability of clear requirements of
1 instructions and pre-requisites for starting High
the application

Limited availability and monitoring of
2 KPIs for each of the entities involved in High
the process

Unavailability of provision of clear
3 reasons for the rejection of the High
application

Each front end counter caters to
pravision of all the services with no

4 segmentation (for example either by line sl
of service or providing entities)
Unavailability of clear instructions to track .
5 -~ Medium
and trace the progress of the application
3.2.2 People

a. Inadequate number of personnel leading to longer applicationprocessing time especially in key
city centers in urban areas.

i. According to survey, long queues to submit applicationin PSC were observed to
be one of the key issues (see Figure 52, Figure 53, Figure 54, Figure 55)

%" During the site visitsat PSCs in Yunusabad and Chilanzar District based on observations and end user feedbacks at least 5-
10 such caseswere notedinaspanofabout2hours
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Activity 1 — Current state assessment of PSD and international benchmarking

b. Lack of technical know-how of the entire processes by the front desk officer.

i. During site visits it was observed end users were often redirected to other
counters?8

c. High staff attrition leads to low number of experienced workers
i. It was observed during our site visits to PSCs and interview with PSA

d. Based on current state assessment, high-level opportunities forimprovement were identified and
the impact of these opportunities on the end user experience (from Low to High) were assessed
(Figure 16)

Figure 16: A deep dive of key opportunities identified forimprovement - People

Impact on user

S. No. Opportunity experience

1 Inadequate number of personal Medium

Limited technical know-how of the .
2 .. Medium
application processes

3 High staff turnover Medium

3.2.3  Technology

3.2.3.1 General overview

In the UN E-government Index report published in 2020, Uzbekistan ranks 87 among the 193 countries
in the world. According to the sub-index of implementation of online public services, the implementation
rate of Stage 1 is high. Emerging information services (Emerging information services) is more than
90%, but the level of implementation of services based on electronic interaction is only 36%. Therefore,
in the future recommendations, the focus will be on increasing the sub-index of implementation of
services based on electronic interaction. Currently, 215 services are being provided through the e-
government infrastructure. More than 27.1 million e-services were provided to users of the portal.

The architecture of e-government systems consists of:

— 6 central databases (further - a DB): DB of individuals and legal entities; the database of
reference books and classifiers, the database of motor vehicles, the national geographic
information system, the database of real estate;

— departmental integrated systems, central elements of e-government — SPIPS;

— interagency integration platform;

— identification system;

— key registration center;

— complaint and proposal portals;

— aportal fordiscussion of regulatory acts;

— repository of documents issued via SPIPS.

2 puring the site visitsat PSCs in Yunusabad and Chilanzar District based on observations and end user feedbacks at least 5-
10 such caseswere notedinaspanofabout2hours
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Activity 1 — Current state assessment of PSD and international benchmarking

Gartner's analytical research follows the following hierarchy of digital maturity and stages of transition
from "e-government " to "digital government," the figure below shows the current situation with the

development of e-government in the Republic of Uzbekistan.

Table 7: Current situation with the development of e-government in Uzbekistan

( .
' |
. Constituent Insight-driven -
I Compliance | Transparency . . Sustainability
I value transformation
I . . . -
I Reactive | intermediate Proactive Embedded Predictive
I
[ i | Customer- ) ) ) Ecosystem-
| [T-centric . Data-centric Thing-centric .
| centric centric
' Govermnment- |l Service co- .
| . . Aware Engaged Evolving
centric I creation
']
|
. Technology I Data Business Information Innovation
| API . .
SOA EESETIE Open any data | Modularity Intelligence
I
| Percentage Percentage of | Number of
|| Percentage of | Number of improvement new and new service
| services online [ opendatasets | in outcomes, retired delivery
\ KPlIs services models

3.2.3.1.1 Stage:

Based on the results of the analysed strategic documents and interviews conducted, the stage of the
digital government of the Republic of Uzbekistan corresponds to the first e-government. At this level,
the concepts between electronic and digital government are unclear.

3.2.3.1.2 Value focus:

The value focus is aimed at improving the efficiency of service delivery. According to the Digital
Uzbekistan 2030 strategy, it is planned to increase the level of connection of settlements to the Internet
to 95%, including by increasing broadband access to 2.5 million ports, laying 20,000 kilometres of fiber-
optic communications lines and developing mobile communications networks. Currently, according to
the ICT Development Index, Uzbekistan ranks 95 out of 135 countries in which this assessment was
performed. The criterion "Percentage of households with access to the Internet in the total number of
households" is 75%, and the criterion "Percentage of households with a personal computerin the total
number of households" is 43%. As a result of interviews with state authorities, all respondents report
interruptions in communications channels at least 1-2 times a month. However, there is no process for
notifying incidents and their causes.

3.2.3.1.3  Service model:

The service model is reactive. The services are provided at the request of the user. The primary digital
access channel is a government portal and a government-branded mobile app. Services are provided
with increasing convenience or choice, just as they have traditionally initiated this service. There is no
sale of composite and pro-active services.

39

Final Report
Document classification — KPMG Confidential

KPMG



Activity 1 — Current state assessment of PSD and international benchmarking

3.2.3.1.4 Platform:

The platformis focused on IT. There remains a significant dependency on maintaining physical offices
and HR agents to help citizens seeking to navigate public services. Analytical capabilities are provided
by reporting or assessment, narrative and diagnostic analytics for monitoring of public services
provided. However, the collection of data on complaints from consumers of public services is not
centralized. The contact of the self-service center or portal does not collect data on requests. With the
further development of SPIPS and the introduction of personal data, information security processes will
be more acute. In this regard, we believe that it is necessary to develop strategies and policies in the
field of information security, which should include a diagram of interaction within the circuit of state
information systems, as well as a diagram of interaction with the interface with the external circuit.

3.2.3.1.5 Ecosystem:

The ecosystem focuses on the achievement of the interests of the government. Pursuant to the
Resolution of the President of the Republic of Uzbekistan of 28 April 2020 "On Measures to Widely
Introduce the Digital Economy and Electronic Government," the architecture of the electronic
government system includes "windows" through which it is possible to submit websites of state bodies,
SPIPS and the center of state services to state services.

There are several contact centers in Uzbekistan. Consumers contactthe PSC Center, the e-government
center and, in the event of technical incidents, the Uzinfocom centers for reference information and
other communications regarding public services.

As a result of interviews with consumers of public services, 60% of respondents noted the low level of
competence of PSC operators. Frequent errors raised by interviewees were the lack of knowledge of
documents to receive public services, the sending of incorrectly completed data, thus confirming the
fact that there was no unified knowledge base on public services processes and strict templates of the
standard. Complaints and appeals received by the center should have enhanced the knowledge base
both for the operators of the center's contact and for the operators of the PSC. When analysing
approaches to optimizing public services, the need to transform internal traditional processes is not
considered. The balance between compliance and efficiency is wide, depending on regions and budget
priorities.

3.2.3.1.6  Leadership:

E-government initiatives are typically managed by the IT department and the strategy is implemented
by technology teams rather than business. Responsible for automation and digitalization, program
managers aim to achieve compliance with existing goals and improve efficiency through online
channels. The main conclusions of the analysis of owners of the process of optimizing and automating
public services indicate that at many stages of the process there is an organizational duplication of the
activity of PSA, PSC, Mininfocom, the e-government Center in terms of selecting public services for
optimization and automation, monitoring the provision of public services. At the same time, the
necessary stages of the process of performing predictive analytics, the process of mining on services,
the assessment of the effectiveness of the provision of public services and the corresponding incentive
measures are missing.

3.2.3.1.7 Technology focus:

The technology focus is oriented to service-oriented architecture. The most important architectural area
is the construction of SOA, which facilitates the integration of services between agencies and makes
the government portal more convenient and multifunctional.

It is possible to submit for public services via PSC, SPIPS, SPIPS mobile app, mobile version of the
SPIPS website. The moduleforPSC and SPIPS operators is implemented on the same application with
different access rights. This approach makes it possible not to duplicate the implementation of public
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services. The portal is implemented by Uzinfocom, the service package is implemented on the BPMS,
and the service is published on an interdepartmental integration platform.

Using the mobile version of the SPIPS and the SPIPS mobile application, it is possible to submit
services forwhich no EDS is required (for 20 public services).

Critical information systems for the provision of public services are implemented by foreign suppliers or
internally. Systems developed by foreign suppliers are not reserved, source codes are not transferred.
This fact attests to the high risks of dataloss and the low level of fault tolerance of information systems.
Internally implemented information systems increase the risk of stability of information systems when
scaling.

The Republic of Uzbekistan has implemented an interdepartmental integration platform, but the
requirements forintegration with state information systems and SPIPS are set forth in the regulations.
In this regard, some services of state systems (transparent construction) may be integrated without an
interagency tire. There is a risk of tire instability if the number of transactions between services
increases.

Ensuring the continued operation of critical systems as a SPIPS and interagency tire should be a priority
for Mininfocom and Uzinfocom. Based on the results of the interview with representatives of
Mininfocom, this ministry has 2 data processing centers, the data center is administered and maintained
by Uzinfocom. Statistics on incidents that occurred due to failures in the server or due to the load of
communication channels are not published or provided to state authorities. All information systems
implemented for the front office - SPIPS, tire, identification system is managed by Mininfocom, and the
off-line front office is implemented in PSC when PSA.

The e-government infrastructure includes the server premises of sectoral government bodies. This fact
reduces the efficiency of optimal use of server equipment, administration and maintenance
competencies.

In order to ensure the security and optimal use of server equipment, we proposeto concentrate all
server equipment at a single operator, implement business continuity management processes and
disaster recovery planning. When server equipment is concentrated, the costs of management and
operation are reduced at one operator, and the equipment itself is used more optimally.

A component of the e-government system architecture is a single identification system, intended for all
users to access various e-government information systems. OnelD ensures the security and
confidentiality of personal data specified during registration.

Data handling is limited. The e-government architecture states that there is a database of reference
books and classifiers, but this solution does not comply with the principles of MDM decisions. The
collection of reference directories and classifiers of various holders of state bodies has not been
implemented. There are no open data sets for different consumers of the state.

3.2.3.1.8  Key metrics:

Key metrics are provided as percentage of services available online. Further development of electronic
provision of public services with the transition to Data centric government. This stage represents the
inflection point to trigger and accelerate true digital transformation. Constituent centricity and user
experience remain paramount, but the focus shifts from simply listening to customer needs to exploring
what is possible by leveraging data.

Based on current state assessment, high-level opportunities forimprovement were identified and the
impact of these opportunities on the end user experience (from Low to High) were assessed (Figure
17).
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Figure 17: A deep dive of key opportunities identified forimprovement - Technology

Technology

S. No. Opportunity Impact on user

experience

1 Historical data is not digitized High
80% services can only be submitted with .

2 anEDS High
Limited availability of prescribed

3 standards / quality checks within the High
system
Automation od public service processes )

4 - Lo High
without optimization

5 Low internet speed, especially in remote Medium

areas

Three government services were selected for the analysis, having reviewed the online submission
SPIPS and the following conclusions were made on improving the IT process:

3.2.3.2 Service 1 - The commissioning of completed construction (reconstruction) facilities

1. The list of requested data is currently given in Figure 56. It is proposed to perform full integration
with the database of individuals and legal entities, requesting only the PIN and INN of the legal
entity, except for the request to complete fields

a. a. forlegal entities:

— full name, legal status, legal address
b.forindividuals:

— fullname, passport data (series and number), address

Data on the name of a legal entity is not required due to the availability of data in state information
systems. The requirement for data on the location of a legal entity is excessive due to the availability of
data in state information systems. The attachment of a document confirming the title to an individual
residential house is not necessary, due to the availability of data in state information systems.

Telephone and e-mail data should be filled in automatically from the client's personal office. The name
of the contractor and the project company should be filled in from the database of legal entities.

2. Based oninterviews with representatives of Ministries, the history of issued documents is stored in
both databases in PDF format, which increases the amount of required capacity. Proposal on
exchange in an XML package, generation of a message on the side of the e-government portal

3. The second stage of optimization is the creation of acomposite service, where one application will
be sent to various interested state bodies (Minconstruction, etc.) and its combination with an
application to form a protocol of commissioning and registration of cadastral passports

3.2.3.3 Service 2 - Provision of licence to a network service provider without the right to create its
own network

1. There is no optimisation of data queries due to the availability of data in information systems. In the
case of complete integration with the database of individuals and legal entities, requesting only the
INN of alegal entity, excluding the request to fill in the fields and attach documents

a. name and legal form of the legal entity, its location
b. copy of the certificate of state registration of the legal entity
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c. the document confirming the payment by the applicant of a fee in the amount of two
minimum wages for the examination of the application by the licensing body

d. copyof thecertificate of state registration of the legal entity in the Uzbek Agency forPress
and Information to obtain a license foroperation and provision of services of television
and radio broadcasting distribution (broadcasting) networks as a broadcaster

2. Based on interviews with representatives of Ministries, license registers are currently being
implemented by each agency, and it is proposed to implement procedures for submitting and
processing licenses in a centralized system. Thus, it will be possible to perform analysis to create
complex and proactive services.

3. It is proposed to remove the requirements on the requested documents due to the availability of
information in state information systems: a copy of the certificate of state registration of a legal
entity, a document confirming the payment by the applicant for a license of a fee in the amount of
one minimum salary for the consideration of the application by the licensing body.

4. To delete the requirements to the requested documents taking into account the single window
principle: the conclusion of the relevant authorities on compliance with the requirements of sanitary
and fire safety standards and safety measures of the facility.

3.2.3.4 Service 3 - Application of State registration of rights to real estate

1. Based oninterviews with the Cadastral Agency, the database between the city of Tashkent and the
rest of the republic is not centralized in SPIPS. Due to the lack of integration into the 1C platfom,
payment is calculated manually, which affects the timeliness of the service.

2. Based on interviews with representatives of the Ministries, there are no historical data in the
cadastral systems. Documents confirming the registration of land plots issued earlier are not
digitized.

3. It is proposed to stipulate the possibility of automatic registration of real estate when issuing a
cadastral passport.

4. Redundancy of requested information when providing services through state portals. It is proposed
to request only the individual's personal number and electronic signature from users.

3.24  Regulatory and Legal

3.2.4.1 Service 1 - The commissioning of completed construction (reconstruction) facilities

1. Based on the legal analysis of the legal framework, the following general observations should be
emphasized:
l. The absence of a single regulatory and legal act governing the commissioning procedure of all
completed construction facilities does not provide a clear picture of this public service

Il. Despite the fact that the Decree of the President of the Republic of Uzbekistan No. DP-5278
dated 12 December 2017 "On Measures to Fundamentally Reform the National System of
providing Public Services to the Population” stipulates the "one-stop-shop" principle
implementation and public service provision on the commissioning of completed construction
(reconstruction) facilities solely through the PSA until 1 April 2018, for some completed
construction facilities, the services are still provided manually, without reference to the PSA or
SPIPS since the regulations on public services provision on commissioning of completed
construction of relevant types of facilities through the PSA and SPIPS, are not developed

M. There is no transparent procedure mechanism for commissioning state-owned facilities
V. SHNK 3.01.04-04 "Commissioning of Completed Construction Facilities" does not include the

amendments on commissioning procedures facilitation, indicated in the acts of the President of
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Republic of Uzbekistan, that could lead to the lack of transparency as well as the violation of
common practice, and subsequently will create prerequisites for various corruption abuses

V. No single mechanism has been developed for the full implementation of reforms on the
simultaneous issue of a cadastral passpon, a facility commissioning certificate and an extract
from the register of state registration of immovable property. This problem implies 2 factors:

a. legislation - the regulatory legal acts contradict each other. According to the RP-4427, a
cadastral file is prepared priorto the commissioning and, in accordance with the RCM 535,
a cadastral passport, a facility commissioning certificate and an extract from the register of
state registration of immovable property are simultaneously issued at the request of the
applicant. However, in the Regulation there is no provision for the issue of a cadastral
passport and its registration prior to the commissioning. As a result, there is a double
practice. Some legal entities and individuals according to the Regulation apply to the PSA
and get rejection for commissioning due to the lack of a cadastral passport, and only when
they apply for a cadastral passport according to the RCM 535, they receive all three
documents at once.

b. information and communication - services on the real estate registration and
commissioning of facilities are provided by different systems, and they are not integrated
with each other.

V1. To date, no regulatory legal act has been adopted to determine the procedure for issuing
operating permits for completed construction facilities, which are being implemented instead of
cancellable commissioning procedure in accordance with the Resolution of the President of
the Republic of Uzbekistan No. RP-4586 dated 5 February 2020 "On Measures to
Fundamentally Improve the Quality of Construction and Installation Works and Improve the
Control System of Construction" and in practice the commissioning procedure is still not
cancelled. Pursuant to this Resolution, the commissioning procedures should have been
cancelled starting from:

a. 2020 - forthe low risk facilities, irrespective of funding sources

b. 1 January 2021 - forthe facilities financed from other sources.

2. The analysis of the Administrative Regulations on the Provision of State Services on the
Commissioning of Buildings and Structures Completed by Construction (Reconstruction), approved
by RCM No. 370 of 18.05.2018 (hereinafter the "Regulations"), revealed the following gaps:

a. there isno provisionforautomatic submission of the applicant's questionnaire to the authorized
body when the application is made to the PSA after completing the questionnaire. In
accordance with paragraph 14, the PSA shall send the completed questionnaire to the
authorized body within 1 hour. In addition, there is no method of paying the fee before
completing the questionnaire. In practice, the system does not allow payments to be made
before completing the questionnaire, which leads to delays in submitting the questionnaire to
the authorized body for more than 1 hour. Only after completing the questionnaire the applicant
has to pay the fee through the branches of the bank (individual) or through a payment order
through the servicing bank (legal entity), which may take from 10 minutes to 1 day;

b. the actions of the authorized body and PSC to notify the applicant and the consequences for
the applicant in the event of a refusal to prepare a draft act of acceptance for operation of
buildings and facilities completed by construction (reconstruction) are not stipulated;

c. there is no procedure for notifying the applicant of the date of the upcoming study with a field
visit;

d. there is no procedure for notifying the applicant in the event of a refusal to approve the draft
protocol of acceptance of buildings and facilities completed by construction (reconstruction);
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no corresponding amendments have been made pursuant to Decree of the President of the
Republic of Uzbekistan No. DP-5930 of 31.01.2020 "On Additional Measures to Accelerate the
Development of the National System of Provision of State Services " on the simultaneous issue
of a cadastral passport, a protocol on the commissioning of objects and an extract from the
register of state registration of immovable property.

3. Analysis of SHNK 3.01.04-04 "Commissioning of completed facilities" revealed the following gaps:

3.24.2

a.

According to article 3 of the Urban Planning Code, urban planning norms and rules are the
basis of urban planning and are binding on state bodies, citizens "self-government bodies, legal
entities and individuals engaged in urban planning activity. Pursuant to paragraph 2! of the
Regulations on Legal Expertise and State Registration of Regulatory and Legal Acts Adopted
by Ministries, State Committees and Departments, approved by RCM No. 469 of 9.10.1997,
urban planning norms and rules are not subject to state registration at the Ministry of Justice.
As a result, they are not posted to the National Database of Legislation of the Republic of
Uzbekistan "Lex.uz." SHNK is published on the website of the Ministry of Construction of
Republic of Uzbekistan, but the website is only in the Uzbek language, which affects the
accessibility of the wider stakeholder community, international integration and investment
processes. The documentdoes not include all amendments to the legislationin this area, which
shows the absence of monitoring work and maintenance of control versions of the document;

the document has many contradictory norms with regulatory acts, including the existence of

norms determining additional procedures and requirements not covered by the Regulations,

such as:

— the commissioning procedure by the working commissions;

— list of documents provided to the state acceptance commission;

— the composition of the state acceptance commission, which is not specified by the effective
legislation of the Republic of Uzbekistan.

— does not stipulate amendments to the relevant acts of the President of the Republic of
Uzbekistan (DP-5577, RP-4351, RP-4321 etc.)

Service 2 - Provision of licence to a network service provider without the right to create its
own network

Based on the results of the legal analysis of the legal framework, it should be noted that the Regulations
on Licensing of Activity in the Field of Telecommunications, approved by RCM of the Republic of
Uzbekistan No. 458 of 22.11.2000, do not cover the changes to simplify the licensing procedure
indicated by the acts of the President of the Republic of Uzbekistan , which may lead to the non-
transparency of the procedure, as well as the violation of common practice, and subsequently create
the prerequisites for various corruption:

1.

Decree of the President of the Republic of Uzbekistan No. DP-5409 of 11.04.2018 "On Measures
to Further Reduce and Simplify Licensing and Permit Procedures in the Sphere of Business Activity,
as Well as to Improve Business Conditions" of 1 June 2018 stipulates a reduction in the number of
submitted documents by eliminating the requirement forthe applicant to submit:

a.
b.

C.

copies of the certificate of state registration of the legal entity;
regulatory documents necessary for the performance of design and construction work;

reports of the relevant authorities on compliance with the requirements of sanitary and fire
safety standards;

copies of a diploma on higher education and a labour book of specialists on the design and
construction of telecommunications networks.
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However, the above requirements should currently be provided by the license applicant to the licensing
body pursuant to paragraph 14 of the Regulations "On Licensing of Telecommunications Activity",
approved by RCM of the Republic of Uzbekistan No. 458 of 22.11.2000.

1. Pursuant to paragraphs 16 and 17 of the Regulations "On Licensing of Activity in the Field of
Telecommunications”, approved by RCM of the Republic of Uzbekistan No. 458 of 22.11.2000,
documents shall be submitted by the license applicant to the licensing body directly, through mail
or in electronic form through the information system with notification of their receipt. However, in
accordance with paragraph 54 of the List of state services to be gradually implemented in 2018-
2020, provided exclusively through the PSC approved by No. RP-2750 of 01.02.2017, the
procedure for licensing the provision of services of a data network provider, without the right to
create a proprietary network, has been performed exclusively through PSC since 2018.

2. The Road Map on Fundamental Improvement of the Information and Communications Technology
System for 2018-2019, approved by Resolution of the President of the Republic of Uzbekistan No.
RP-3549 of 19.02.2018, stipulates an action to determine the procedure forjoint use of the active
and passive infrastructure of telecommunications operators and providers. The implementation
mechanism is a regulatory act which should have been adopted before 1.09.2018. However, the
act has not yet been adopted.

3. A roadmap to improve the provision of public services provided through the PSC, approved No.
DP-5930 of 31.01.2020 stipulated the development of an information system for licensing the
services of a data network provider without the right to create its own network and its integration
with the system for providing public services until 1.09.2020. However, the systems are not fully
integrated and, as a result, in practice there are instances of incorrect addresses when registering
an application. Also, despite the fact that the application for a license is processed through the
information system of the state body, there is no integration between the MyGov systems and the
system of the state reviewing body.

3.2.4.3 Service 3 - Application of State registration of rights to real estate

1. Despite the digitalization of the cadastral maps and the equalization of the electronic statement
form with paper, the procedure forissuing an extract from the State Register of Rights to Real
Estate on the "one-stop-shop" principle is stipulated only in respect of:

a. public notaries - when performing certification of transactions with immovable property, except
in cases of appearance, transition, restriction (encumbrance) and termination of rights to part
of immovable property;
the Agency forthe Management of State Assets - when selling real estate (in terms of state
assets) through an auction at the Single Electronic Trading Platform "E-IJRO AUKSION";

b. commercial banks participating in the Program on the Construction of Affordable Residential
Buildings on Updated Standard Projects in Rural Areas for 2017-2021, approved by Resolution
of the President of the Republic of Uzbekistan No. RP-2639 of 21 October 2016 (hereinafter
referred to as "commercial banks"), when documenting a completed residential building.

2. Accordingly, non-public notaries may not use the "one window" functionality. And realtors, in turn,
are deprived of the right to use this function in respect of residential immovable property.

3. The Regulations on the Provision of State Services do not stipulate at which place a state
registration application should be made geographically or ectraterrationally. The Law "On the State
Land Registry" stipulates state registration at the location of the object.

4. Electronic systems and forms of applications on state registration of rights to real estate have been
drafted in such a way as to stipulate the existence of TIN rights holder. These columns are
mandatory, but they cannot be applied if the rights holderis a nhon-resident.
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5. The regulations on the preparation of the cadastral file are available only in the state language. In
turn, the cadastral file is one of the mandatory documents for state registration of rights to real
estate and, if there is no such document, is subject to refusal of state registration. The unavailability
of the document to a wide range of individuals, including non-residents, may create obstacles to
the registration of real estate rights by non-residents, which may also potentially affect the
transparency and protection of property rights and other rights in rem.

6. If shortcomings are identified in documents on state registration of real estate, there is a complex
multi-level mechanism for making decisions and notifying the rights holder, which may create
bureaucratic barriers and be implemented in practice within a longer period of time than indicated
in the Regulations (1 day, 2 days, 1 hour, etc.).

3.25 Assessment of the applications processed

The analysis of applications was performed with purpose to identify key bottlenecks to suggest
mechanisms for improving the quality of public services and assessing the quality of the applied
feedback system with end users.

PSA provided data of all application processed offline (through PSCs) as well as online (through
my.gov.uz) for 2019 and 2020.

3.2.5.1 Ministry of Construction - Service 1. The commissioning of completed construction
(reconstruction) facilities

119,452 and 85,789 applications of the commissioning of facility completed by construction
(reconstruction) were analysed for 2019 and 2020 respectively.

Figure 18: Analysis of application - The commissioning of completed construction (reconstruction)
facilities
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Source: PSA data
Types of applications:

= Total — total applications applied

= Approved —successfully approved applications

= Rejected — rejected applications by process owner due to non-compliance of requirements

= Cancelled — cancelled applications on behalf of end-users

= Returned - returned applications by process owner due to non-compliance of the requirements

= In process —applications which were in process by the end of the year 2019 and 2020

= New - applications processed by PSC, but not further allocated for processing with the
respective officer in the Ministry

Based on the analysis showed the following can be concluded:
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= Total number of applications decreased by 28% from 2019 to 2020, decrease in demand of
construction (reconstruction) mainly owning to the lock down and market slowdown due to
pandemic situation

= Percent of approved applications was decreased from 81.3% in 2019 to 78.9% in 2020

= 14.9% and 15.7% of application was rejected in 2019 and 2020 respectively, according to the
interview with Ministry of construction, most rejections were due to limited awareness of
documents requirements and limited capacity for uploading documents and poor quality of the
scanned documents

Share of online and offline applications was assessed for the same set of applications presented in
abovefigure. It may be noted that most of the applications were processed through PSC, however there
is an increasing trend in the online submissions from 2.8% in 2019 to 11.3% in 2020 due to increased
awareness among public and improved online experience from 2019 to 2020.

Figure 19: Distribution of applications of online (my.gov.uz) and offline (PSC) - Service 1

my.gov.uz my.gov.uz
2.8%

PSC PSC
2019 2020

Source: PSA data

According to RCM No. 370 dated 18 May 2018 - the service needs to be provided within 9 working
days. In order to assess the processing time for the applications KPMG was provided with a sample of
21,464 applications forthe commissioning of completed construction (reconstruction) facilities for 2020.

Figure 20: Average processing of the application (in days) - Service 1
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Source: PSA data

From the assessment, the average time for the applications processing is about 10 days which is well
beyond the maximum permissible limit of 9 days.

In order to further deep-dive and understand the nature of the delayed applications from above set of
21,464 applications about 4,392 (~20%) applications were delayed and took more than 9 days. Based
on the interactions with PSA and the Ministry, some of the key reasons attributed for this delay are
unavailability of KPIs for process owner and limited integration of systems to process and validate the
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information and non-compliance of documents submitted to the Ministry from PSA owing to the
inadequacy in the technical know-how of the personnel in PSC processing these applications.

Figure 21: Distribution of delayed applications - Service 1
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Source: PSA data

Assessment of processing time for these delayed applications reveal that there are significant delays
of more than 25 days in processing these applications and some of the applications in process take
more than 27 days.

Figure 22: Average delay of applications (in days) - Service 1
days
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3.2.5.1 Ministry for Development of Information Technologies and Communications - Service
2. Provision of license to a network service provider without the right to create its own
network

71 and 33 applications of the provision of license to a network service provider without the right to
create its own network were analysed for 2019 and 2020 respectively.

Figure 23: Analysis of application - provision of licence to a network service provider without the right
to create its own network
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From the analysis showed the following can be concluded:

= Total number of applications decreased by 54% in 2020, due to impact of pandemic situation
and its consequents on public services

= Percent of approved applications are 52.1% and 45.5% for 2019 and 2020 respectively

= There are low number of rejected applications, but significant percent of cancelled — 31.0% and
33.3% for 2019 and 2020 respectively

Share of online and offline applications was assessed for the same set of applications presented in
above figure. It may be noted that only quarter of all applications submitted through my.gov.uz (SPIPS),
however there is an increasing trend in the online submissions from 23.9% in 2019 to 27.3% in 2020
due to increased awareness among public and improved online experience from 2019 to 2020.

Figure 24: Distribution of applications for online (my.gov.uz) and offline (PSC) - Service 2

my.gov.uz my.gov.uz

pPSC PsSC

2019 2020

Source: PSA data

According to RCM No. 458 of November 22, 2000 — service needs to be provided within 30 days. PSA
provided 43 applications of the provision of license to a network service provider without the right to
create its own network for 2018-2019 to assess average number of processing days.

Figure 25: Average processing of the application (in days) - Service 2
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Source: PSA data

According to the analysis, processing of approved application on average exceeds required limitation
by 32.4 days.

In order to further deep-dive and understand the nature of the delayed applications from above set of
43 applications about 29 (~70%) applications were delayed and took more than 30 days. All delayed
applications were approved and took on an average 62.42° days. Based on the interactions with PSA
and the Ministry, some of the key reasons attributed for this delay are unavailability of KPIs for process

2 Source—PSAdata
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owner and limited integration of systems to process and validate the information and non-compliance
of documents submitted to the Ministry from PSA owing to the inadequacy in the technical know-how
of the personnel in PSA processing these applications.

3.2.5.2 Cadastral Agency - Service 3. Application of State registration of rights to real estate

683,814 and 419,173 applications of State registration of rights to real estate were analysed for 2019
and 2020 respectively.

Figure 26: Analysis of application - Applications for State registration of rights to real estate
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Source: PSA data
Analysis showed the following conclusions:

= Total number of applications decreased by 39% from 2019 and 2020, due to pandemic
lockdown in country
= Percent of approved applications were 89.1% and 80.6% in 2019 and 2020 respectively

Share of online and offline applications was assessed for the same set of applications presented in
above figure. It may be noted that most of the applications were processed offline through PSC,
however trend of the online submissions increased by 3.5 times from 2.1% in 2019 to 7.2% in 2020 due
to increased awareness among public and improved online experience from 2019 to 2020.

Figure 27: Distribution of applications for online (my.gov.uz) and offline (PSC) - Service 3
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Source: PSA data

According to RCM No. 1060 of December 27, 2018 — registrar makes state registration of the right to
the real estate object within two working days. In order to assess the processing time forthe applications
KPMG was provided with a sample of 16,943 applications for State registration of rights to real estate
for 2020.
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Figure 28: Average processing of the application (in days) - Service 3
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Source: PSA data

From the assessment, the average time for the applications processing is about 5 and 3 days for
approved and rejected applications respectively, which is well beyond the maximum permissible limit
of 2 days.

In order to further deep-dive and understand the nature of the delayed applications from above set of
16,943 applications about 3,550 (~20%) applications were delayed and took more than 2 days. Based
on the interactions with PSA and the Ministry, some of the key reasons attributed for this delay are
unavailability of KPIs for process owner and limited integration of systems to process and validate the
information and non-compliance of documents submitted to the Ministry from PSA owing to the
inadequacy in the technical know-how of the personnel in PSA processing these applications.

Figure 29: Distribution of delayed applications - Service 3
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Assessment of processing time for these delayed applications reveal that there are significant delays,
and, on an average, it takes more than 14 days for processing approved applications, while rejected
applications take more than 24 days.

Figure 30: Average days of application delays (in days) - Service 3
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4 SWOT and PEST Analysis

4.1 SWOT Analysis

Carried SWOT analysis helped to define internal and external factors affecting the development of
public services in Uzbekistan. SWOT analysis revealed that there is a need to focus on the following
areas — Process design, Technology and People. The summary of the analysis is shown in the Figure
below. The factors presented are based on findings of carried current state assessment expressed in
Sections 2 and 3.

All factors presented have equal impact and shall be considered individually.

Figure 31: SWOT Analysis

| STRENGTHS | | WEAKNEsSEs |
Technology:
Technology: + Limited number of available online services
+ A strategy for the development of digitalization across all sectorsis in + Limited integration of ministries branches with PSA
place + Limited historical document data has been digitized
+ A component approachto implementing an e-government platform for + Absence of regulated approaches to streamline public service processes,
public service delivery some services are automated as is in the traditional way
+ Maobile application for public services implemented Regulatory and Legal:
+ Commondatabase of directories and classifiers has been launched » Inconsistency between disparate regulatory legal acts;
+ Up to 95% of the populationto be connected to the Internet by 2022 + Lack of a single regulatory legal act all issues ansing in connection with
the provision of public services
Funding: * Weak monitoring and control over the implementation of regulatory legal
+ Awailability of funding sources acts
» Incomplete detailing of the processes and stages in the provision of
Regulatory and Legal: public services (notifying the applicantin case of denial of public
+ There are elements of transparency and the processes are generally services, the method of paying the fee or duties before contacting the
regulated PSCfor filing an application)
Infrastructure:

+ Low accessibility especially for people living in rural areas and people
with disabilities (bad Internet coverage, absence of sign language
interpretation, enablers for disabled at PSCs, poorly developed mobile
app etc )

Process design:

+ Limited availability of clear instructions and pre-requisites for starting the
application

* Limited availability to track process and results

People:

* Inadeguate number of personnel leading to longer process time

+ Each front end counter caters to provision of all the services with no

segmentation

[oFPORTUNITIES | \@) [ TwReats |

Technology: Technology:

+ Grouping government services by signing methods according to the » Cybersecurity risks and data privacy issues
degree of risk * Loss of personal data of the population

+ Implementing the omni-channel delivery of public services + Automation of the «chaotice» business process of public services

+ Connecting private information systems as a front office for online public + Low fault tolerance information systems without source code and backup,
services developedin-house

Funding: Regulatory and Legal:

+ Rising demand for public services +  Weak coordination between government agencies

+ Government patronage * Inappropriate implementation of regulatory legal acts

* Lack of a unified approach to organizing the provision of public services

Regulatory and Legal:

+ Simplification and unification of the regulatory framework (especially in
terms of the list of required documents, closed grounds for refusals)

+ Detailing of all processes

+ Further adding transparency and reducing bureaucratic barriers

4.2 PEST Analysis

In order to ensure that external environment is extensively analysed, PEST analysis was performed.
PEST analysis represents internal and external factors affecting the development of public services in
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the Republic of Uzbekistan. The purpose of using PEST is to determine the areas of development for
the provision of public services and rank them by importance. The detailed analysis is provided below.

42.1

PEST Analysis - Summary

PEST analysis revealed that there is a need to focus more on social and technological factors that are
likely to have a biggerimpact on the public service delivery. The summary of the analysis is shown in
the Table 8: PEST summary, the details of each point raised is provided in the Tables 8 - 11.

Table 8: PEST summary

POLITICAL & LEGAL FACTORS
Government stability/restrictions — |
impacts the whole state system

Instability/legal changes - affect public | »
service work
Government budgets — have a strong

correlation on public services development

SOCIAL FACTORS

Profile of population — is changing due to | »
economic and socio-demographic factors

Skill Set (training) — needs to be constantly | e
upgraded to be in line with the economic
requirements

Change in habits of population —due to the
global trends and increased digitalisation

ECONOMIC FACTORS
Changing market — due to the global,
regional, and national economic trends

Rising cost of capital — might decrease the
economic activity and the service demand

TECHNOLOGICAL FACTORS

Technological change -
digitalisation in the public services

increasing

Complexity of IT requirements — for the
development of public services
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4.2.2 PEST Analysis — Deep Dive

4.2.2.1 Political and legal factors
Table 9: Political and legal factors affecting the development of public services

Risk

Possible effect
Occurrence

Mitigation measures

Public service
implications

Government stability/ restrictions 1. If governmental spending goes down, Consult with as many
1. The stability of the government® can volume of services needed potentially responsible people as
affect the viability of public sector in goes down which has a negative effect possible and discuss
the Republic of Uzbekistan. on financials of the PSA. services with the PSC's
2. Local groups may wish to promote | 2. Public service users may fail to meet managers to see how it
own aims that might cause unethical obligations for certain services due to works and to get a feeling
behaviour and potential disruption to government budget cuts. criqfittih:(lestkhz;nd plan to
the public service delivery.3! 3. Movements in the government may g ) o
3. Government restrictions can affect suddenly trigger new projects or stall sufficiency in control on the
profitability of the public sector due planned ones*. Legal entities demand tendering process, bribery
to the decreased number of for services might decrease. and corruption.
applications. 4. _Stimulating measures might I_ead to Low Minimal
Government Budgets increases of wages and salaries,
4. The President and the Parliament hence an increase in services demand.
approved a balanced governmental
spending for 2021 and forecasted
budget for 2022 does not indicate
any major cuts. 32
Instability/legal changes
5. Instability of certain geographical
regions due to COVID-19 (certain
areas in Uzbekistan are hit much
30 https://www.bbc.com/news/world-asia-50835845
3L https://www.hrw.org/world-report/2020/country-chapters/uzbekistan#
32 hitps://lex.uz/docs/5186047
% hitps:/Awww.reuters.comvarticle/us-uzbekistan-politicsidUSKBN22Y1FJ
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Risk Public service
implications

Possible effect Mitigation measures
Occurrence

harder than others, caused probably
by a strong movement towards the
economic Centers).33

6. New laws oninsolvency34, SME
(small and medium enterprises) and
trade3® arise which will stimulate the
activity of all mentioned subjects and
provide necessary legal and
economic support as well as
increase demand for public services.

4.2.2.2 Economic factors

Table 10: Economic factors affecting the development of public services

Possible effect Risk Mitiaati Public service
ossible effec Ocecurrence itigation measures implications

Changing market 1. Experience scarcity of skilled 1. Re-aligning the cost of
1. The government spending has a big workforce. provided §ewices based on

impact on the volume and price of 2. Customer, supply and cash the changing end user

the services provided. 37 management are key. spending capabilities and
2. Certain regions in Uzbekistan have | 3. The labour skill base shrunk. _ X gfa]:rke'F trends. f N

low economic activity partly as a 4. Lack of middle management increases Medium ' theeacc}xieng?rgﬁ?/gmcggtt gnd Minimal

result of_the concentration to the the risk of fraud. ot Strativ T

economic Centers and harsh urther optimization ot the

operating cost in order to
have healthy financials.

weather conditions.38

Rising cost of capital 1. May lead to reduction in services as
businesses are less likely to commit

3 https://www.ilo.org/wemsp5/groups/public/—-europe/--ro-geneva/-—sro-moscow/documents/publicationicms_759842.pdf
3 https://lex.uz/docs/5284414

% hitps://president.uz/ru/lists/view/3318

7 https://lex.uz/docs/5186047

% KPMG analysis
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Possible effect Risk Mitigation measures F?Ub“.c service
Occurrence implications
1. High cost of financing being 14% and subsequently receive public
since September 2020.3° services.
2. Squeezed customer expenditure due | 2. Increased risk of clients not having the
to economic slowdown. 40 budget to pay for the services.

4.2.2.3 Social factors

Table 11: Social factors affecting the development of public services

. Risk T Public service
Possible effect Mitigation measures . o
Occurrence implications
Profile of population 1. Risk of ageing of staff. 1. The training budget
1. COVID-19 led to areductioninthe | 2. Risk of lack of experience and skills reorganisation.
workforce. 41 base. 2. Need to survey end-users
Skills Set (training)*? 3. The inappropriate skills mix can lead to on aregular basis to adapt

2. The public services industry is to the changing habits.

failing to attract high quality
graduates.

errors
failure to detect errors
lack of capability

oD oo0 T

3. Companies tend to be dominated fraud - Medium High
by call-center workers and inefficiency
surveyors. incompetence

4. Public services Centers are seen 4. All of these decrease the reliance on
merely as a post office, with no add internal controls.

to value and is hence inefficient.

5. Training forrequired skills has been
inadequate for a while.

%9 https://cbu.uz/ru/monetary-policy/operations/refinancing-rate/

“®https:/iwww.adb.org/news/uzbekistan-economic-growth-2020-slow-further-rebound-

2021#:~:text=In%20an%20update%20t0%20its,the%201.5%25% 20forecast%20in%20J une &text=The%20bank's%20forecas ts%20for%20inflation,2020%20and%2010%25%20in%202021.
“! https:/iwww.ilo.org/wemsp5/groups/public/—--europe/—--ro-geneva/-—-sro-moscow/documents/publicationivems_ 759842, pdf

42 KPMG analysis
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Activity 1 — Current state assessment of PSD and international benchmarking

Possible effect

Risk
Occurrence

Mitigation measures

Public service

Change in habits of population

6. Staff driftaway from public services

to other sectors.43

implications

4.2.2.4 Technological factors

Table 12: Technological factors affecting the development of public services

Possible effect

Risk
Occurrence

Mitigation measures

Public service

Technological change**

1. Development of the internet and
mobile devices

Complexity of IT requirements4°

2. Constant pressure to deliver faster,
growths in volume and automation.

3. There is a competitive advantage
forthose who adapt.

4. Insufficient knowledge sharing /

Loss of personal data of the population
Churn of users of online services

How the government manages
changing technology and whether it has
in-house expertise / access to
subcontractors is crucial.

May have a technological specialising
which gives a competitive advantage.

The public service delivery does not

Technological risk alerts
may change / increase the
number of services the
public service stakeholders
are able to process.
Reliability of the IT systems
is crucial, if IT systems are
unable to cope, they should
be written down. This is an
area the public service

implications

managing with regards to IT have a fully integrated IT system. Medium stakeholders should High
advancements. monitor in the future.
5. Low expenditure onresearch and The Ministry for
IT, much higher abroad. Development of Information
6. Accelerated developmentin Technologies and
consumer (population) data Communications of the
management Rep_ub_llc_of Uzbeklstan can
. . - assist in implementing
7. Alternative service provision. technology reforms
including automation,
3 Based on the data gathered in the official Telegram channel of the PSA
44 Based on the international practices provided in Global developmenttrendsin public services
% |bid, KPMG analysis
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Possible effect Risk Mitigati Public service
ossible effec Occurrence itigation measures implications
8. Need to launch remote service system / data integration
delivery, due to quarantine etc.
measures.

9. Technological development of
enterprises in the country (banks,
industrial enterprises).
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Activity 1 — Current state assessment of PSD and international benchmarking

5 Global development trends in public services

PSA with its recent existence in December 2017 has a long way to go in terms of establishing itself as an organisation catering to providing state services in
the Republic of Uzbekistan. The strategic goals, objectives and implementation plan are mechanisms to achieve the above said mission and the same gets
complemented by an extensive international benchmarking assessment of similar organisations in developing such as Kazakhstan and developed market —
Denmark and South Korea. These countries were chosen based on their e-government index as well as on their overall progress on improvements in
government services provision. To predict the development directions of PSA and rationally manage it within the order to maintain a capacity building and
customer service improvement, PSA should take decisions that are based on best practices and experience and would lead to maximum benefits. Benchmarking
is also viewed as a measure to assess strategic goals of the work in comparison with pioneer organisations to ensure long-term market position.

Assessment and analysis of leading practices / experiences in IT, services, and processes at e-government agencies in other countries with the mandates and
goals similar to that of PSA'’s are elaborated below. At the end of the section implementable solutions represent what can be done in the short-to-medium term
in the Republic of Uzbekistan to improve public service delivery.

The detailed analysis can be found in 8.6. For the purposes of comparing and finding implementable solutions for the PSA were chosen the following
organisations:

1. Border.dk, Denmark
2. Gov.kr, South Korea
3. Egov.kz, Kazakhstan

For the evaluation of the public sectordevelopment five main indices were chosen, the detailed descriptioncan be found below. The selected counties improved
since 2016 over five main indices such as:

1. E-Government DevelopmentIndex (EGDI) is used to measure the readiness and capacity of national institutions to use informationand communications
technologies (ICTs) to deliver public services. Denmark topped in EGDI in 2020.
2. Online Services Index (OSI)*¢ has a model of four stages for maturity of eServices:
i. The first stage is providing the public with information online by the government.
ii. The second stage is enhancement of information by more public policies, laws, regulations, reports and downloadable publications.
iii. The third stage covers procedural services achieved by mutual interaction between the government and the customer.
iv. The fourth stage is more advanced and covers connected services.

46 UN e-govemment survey
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Activity 1 — Current state assessment of PSD and international benchmarking

3. Human capital index (HCI) designed by the World Bank measures which countries are best in mobilising the economic and professional potential of its
citizens. The index measures how much capital each country loses through lack of education and health.

4. Telecommunications Infrastructure Index (TIl) measures the countries' Telecommunication infrastructure readiness to adopt the opportunities offered
by Information and Communication Technology as to enhance their competitiveness.

5. E-Participation Index (EPI) is derived as a supplementary index to the United Nations E-Government Survey. It extends the dimension of the survey by
focusing on the government’'s use of online services in providing information to its citizens (elnformation sharing), interacting with stakeholders
(eConsultation) and engaging in decision-making processes or (eDecision-making).

Figure 32: Indices dynamics in Denmark, South Korea, Kazakhstan, and Uzbekistan

E-Government Development Index (EGDI) Online Services Index (O51)
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Human Capital Index (HCI) Telecommunications Infrastructure Index (TII)
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Source: UN e-government surveys 2016, 2018, 2020

Final Report
Document classification — KPMG Confidential


https://publicadministration.un.org/egovkb/Portals/egovkb/Documents/un/2016-Survey/E-Government%20Survey%202016.pdf
https://publicadministration.un.org/Portals/1/Images/E-Government%20Survey%202018_FINAL%20for%20web.pdf
https://publicadministration.un.org/egovkb/Portals/egovkb/Documents/un/2020-Survey/2020%20UN%20E-Government%20Survey%20(Full%20Report).pdf

Activity 1 — Current state assessment of PSD and international benchmarking

According to the analysis, top performers in the group are Denmark and South Korea that in 2020 reached the highest scores in all mentioned indices, while
Kazakhstan and Uzbekistan are showing a significant improvement in the group. The biggest gap is seenin Tl since both Kazakhstan and Uzbekistan are still
developing a strong infrastructural base for the public services system improvement.

51 The possibility of introducing international experience
This section provides a conclusion made based on detailed information on the developing and developed market organisations, whereas Table below is a
summary on key major points that could be implemented in the Republic of Uzbekistan. These measures presented below have proved its success in:

1. Denmark — Data Distributor Platform, Businesses portal, Real property portal, IT skills improvement portal, Digital Post, security standard 1ISO27001;
2. South Korea — One-stop Government 24 website, e-People, The e-government Standard Framework, Hometax, Bokjiro, CUPIA, My Data, Digital
document and wallet, On-Nara BPS, The National Information Resources Service;

3. Kazakhstan - E-licensing, E-notary, Egov mobile, Smart bridge, Chatbots, Unified State Real Estate Cadastre.

The Agency will benefit from Denmark and South Korea’'s experience and could collaborate with bothin the long run, and Kazakhstan in the shortrun to improve
public service delivery.
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Table 13: International experience that potentially could be implemented 4’

Citizens with limited/no Internet

Denmark

South Korea

Kazakhstan

access / social services

Provision of services to citizens with
limited/no access to internet: government
organised country-wide campaigns and outreach
programs focused specifically on population
groups who may have difficulty in accessing
online digital services.

If a citizen is unable to access the digital services
offered by an authority, they must contact the
relevant authority for guidance on how to access
these services.

Bokjiro program provides information on welfare
services, such as child allowance, education
welfare priority support, etc.

E-signature

MitID a one-time code for citizens to access
various public digital services including eBanking,
real estate, insurance, and pension funds
services.

Uzbekistan authorities can extend the possibilities
of the current Digital signature.

E-signature can be recorded on national
ID card or if you do not have it there is an
alternative to receive one-time password to
receive a service online.

IT skills
development

IT-formidler.dk aimed at improving Danish IT
skills. An opportunity to every teacher in the
country to share experiences, produce
educational materials and retrieve teaching
modules.

4" Note: only solutions which could be implemented in Uzbekistan were included in the table

KPMG
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Denmark

Since 2016, the Danish government authorities
have had an obligation to comply with the
requirements of the international security
standard 1SO27001, which sets out best practice
forinformation security management.

South Korea

The e-government Standard Framework
(eGovFrame) - framework for public sector IT
projects

1. toincrease the quality of e-government
services,
2. the efficiency of IT investment

3. the standardisation and the reusability of
application through establishing and applying
the development framework standard

Kazakhstan

Single Information resource

Data Distributor Platform - data from several
authorities accessible in one place.

On the platform there are guides that provide
citizens with an overview of what they need to
know and understand regarding their life event
and give them a collection of relevant links to i.e.
public services and self-service solutions.

The Agency for Digitisation forthe public to see
the operational status ‘live’ on all common public
sector digital services.

One-stop service - Government 24 website
provides services and related informationabout the
most recent changes in regulations: Korean
Government Services, Minwon (‘a service citizen
requested' in Korean) Services, Policy Information
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Separate portal for business

Activity 1 — Current state assessment of PSD and international benchmarking

Denmark

Virk.dk common public eService channel for
businesses with more than 1,000 eForms

The Business Portal also has a dashboard which
shows an overview of report deadlines and task
obligations related to the public sector. For
citizens looking to start a business, there is
information consolidated from over 16 different
authorities on the Business Portal with the most
up-to-date business regulations, as well as
guidance on how to start a new business in
Denmark.

South Korea

Kazakhstan

Taxes and customs

Hometax or Mobile Hometax allows citizens and
businesses to undertake various tax-related
services:

— income tax and value added tax filing,
— issuance of tax-related certificates,

— checking the payment status of taxes,
— e-business registration, etc.

“UNI-PASS (CUPIA)" (Customs UNI-PASS
International Agency) is connected to 27 trade
related government agencies, 169 different
government organizations and over 260,000 trade
related companies via the Single Window system
and safest systems among the 180 WCO member
states. CUPIA has successfully implemented its
sister systems in various other countries.
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Separate portal for real property

Activity 1 — Current state assessment of PSD and international benchmarking

Denmark

Real property portal provides articles, step-by-
step guides, tools, and documents designed to
make it easier and more secure forusers to sell
or buy homes.

South Korea

"Unified State Real Estate Cadastre”
(USREC) project provides the state and
the population with complete and up-to-
date information about:

Its creation will ensure:

Kazakhstan

land plots,

buildings and structures,
communications and their main
characteristics.

the integrity of the database,

the completeness and reliability of
information,

prompt update of information,
elimination of corruption risks,
costs reduction for citizens and
businesses when registering real
estate rights,

increase the World Bank's Doing
Business rating,

the possibility of using blockchain
technology.

Final Report
Document classification — KPMG Confidential

67



E-documents

Activity 1 — Current state assessment of PSD and international benchmarking

Denmark

Digital Post refers to “the possibility that
governments communicate electronically-only
with citizens or entrepreneurs through digital malil
solutions”.

South Korea

On-Nara BPS (e-document system) is the
standard e-Document application for government
agencies, which enables digital signature
verification and forgery prevention and unites 289
agencies.

Digital document and wallet: the Korean citizens
and residents can simply store digital certificates
issued on gov.krportal or app in their own “Digital
Wallet” forverification orsubmissionwithout having
to print and submit them in person to a third-party
organization.

My Data where citizens can directly manage their
personal information held by government
agencies. It allows the citizens to choose essential
data to be shared when applying for and receiving
government services, giving them controlover their
own data.

Kazakhstan

Digital Documents is a service for storing
personal electronic documents in the eGov
Mobile app. The service also provides a
capability for a citizen to grant third parties
access to documents upon their consent.
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State and private organisations integration

Denmark

Activity 1 — Current state assessment of PSD and international benchmarking

South Korea

The National Information Resources Service
(NIRS) is the world’s first pan-governmental data
center responsible for integrating and managing
the data and information of central government
institutions.

Kazakhstan

Smart Bridge project is a simplified
process of integration between the
information systems of public authorities
and the private sector.

E-licensing project is aimed at
automating the licensing processes and
provide an effective, transparent
mechanism for interaction between state
bodies-licensors and the business
community.

E-notary project is designed to improve
control over notarial activities and optimise
the work of notaries. E-Notary allows
notaries:

— to verify the authenticity of
documents,

— oObtaindata onreal estate,

— keep records of inheritance cases
and wills,

— receive electronic certificates from
the e-government portal,

— verify the authenticity of power of
attorney.
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Customer feedback

Denmark
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South Korea

e-People online communication window, enabling
convenient online processing of civil complaints,
suggestions, reports, policy debates, etc.

Similar project is done under the President and
Prime Minister virtual reception in Uzbekistan.

Kazakhstan

Chat-bots in Telegram, Facebook and
Vkontakte and egov.kz, 1414.kz are
virtual consultants based on artificia
intelligence to automate the most
frequently requested public services by:

— providing the necessary
infformation from the Egov
knowledge base,

— sending links to the sections of the
site,

— receiving simple/ fully digita
services.
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6 Way forward

6.1 Assessment of existing strategic activities

Considering the current socio-economic development of Uzbekistan, the basis for further enhancement
of public services provided by PSA and its PSC with its mission to improve the overall quality and
accessibility is well justified. There is an essential need to clearly define the goals and objectives of the
PSA. Efforts of PSA need to be aligned in supporting national programs to improve the socio-economic
conditions inUzbekistan rather than creating new goals and objectives with Key Performance Indicators
(KPls) to avoid any potential duplication.

In this regard, key activities undertaken at the international, regional, national, and local levels should
be analysed and taken into consideration before Strategic Goals (SGs) of PSA will be defined.

In order to define key (multiplying) activities undertaken at international, regional, national, and local
levels the most relevant and important programs at each level have been assessed. 48

As forranking by importance, the following methodology has been applied:
High — Programs directly influence public service provision and have impact on PSA,;
Medium — Programs indirectly impact public service provision and might impact PSA,;
Low — Programs do not cover public service provision and, thus, have no impact on PSA.

Each program has been considered in 3 dimensions — background, goals, and ranking. Full list of
programs with background information and goals as well as explanation on ranking is presented in the
Annex - Strategic activities.

Key takeaways are presented below:

Figure 33: Key takeaways identified

International level

Social protection and promotion of urban and rural development

Regionallevel

Digital transformation and optimization of public service delivery and
considering integration for development of interstate public services

National level

Facilitation of development of enhanced public service delivery

Local level

Improvement of end-user experience

NN NG AN

High and medium impact programs are presented below.

“8 The list of programs expressed as well as applied classificaion are agreed with PSA based on the interactions with PSA
representatives on 18" February 2021, PSA office.
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6.1.1 International level activities

As forinternational level, programs undertaken by international institutions in Uzbekistan and which
may affect public service provision were considered. Currently, there are several ongoing programs
with United Nations Development Programme (further - UNDP), the European Bank for Reconstruction
and Development (further — EBRD), the World Bank (further — WB) and the Asian Bank of Development
(further — ADB).

Figure 34: International level activities

Priority mapping for key strategic programs of relevance to Public Service System in Uzbekistan

L Medium —

UNDP: United
Nations Development
Assistance Framework (UNDAF)
for 2016 to 2020

WE: Country Partnership
Framework (CPF) for FY22-26

EBRD: Uzbekistan Country
Strategy 2017-2021

ADE: Country Partnership Strategy
(2019-2023)

6.1.1.1 World Bank

The World Bank is progressing with the preparation of the Systematic Country Diagnostic for
Uzbekistan to inform the development of a new Country Partnership Framework (CPF) for FY22—2649.

Key takeaways for international level when designing Strategy Goals:

A. Social protection principle shall be incorporated in the form of increasing accessibility for
vulnerable segments;

B. Promotion of urban development shall be incorporated in the form of development of public
service provision enhancements;

C. Promotionof rural development shall be incorporated in the form of increasing accessibility and
guality of public service provision in distant rural areas.

6.1.2  Regional level activities

Regional level covers programs undertaken at CIS region aimed at development of public service
provision, especially by Eurasian economic union (EEU) countries. Same approach was applied —
ranking goals setwithin strategic documents There are no approved single programs in relation to public
service provision for EEU countries, the only document is article “Digital agenda — 2025. Perspectives
and Recommendations”. Within CIS region, Russia’s standalone program on digitization of PSD has
been agreed forreview.

“*pocuments.worldbank.org/en/publication/d o cuments-reports/d ocumentdetail/537091467993490904/uzbekistan-country-
partnership-framework-for-the-period-fy16-20
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Figure 35: Regional level activities

Priority mapping for key strategic programs of relevance to Public Service System in Uzbekistan

| Modium L —

! T

1 1

! ! EEU: Digital agenda 2025
! : Perspectives and
1

1

1

The program “Digital Public
Administration” of the Russian |
: Federation 5

; Recommendations

6.1.2.1 The program “Digital Public Administration” of the Russian Federation®°

Under the Federal Project "Digital Public Administration” of the national program "Digital Economy of
the Russian Federation", activities are being carried out on the Digital transformation of public and
municipal services.

Key takeaways for regional level when designing Strategy Goals:

A. Core principles of the program shall be considered and implemented, if possible, when
designing Strategy.

B. Opportunity of developing single biometric system shall be considered in order to reduce
administrative barriers, save end-users' time.

C. Introduction of E-government tools to simplify company registration, approvals and permits for
better business environment.

6.1.2.2 EEU - Digital agenda 2025. Perspectives and Recommendations. >t

The article was prepared together with the World Bank experts. The following can be considered as the
main direction of creating the digital space: ensuring the strengthening of the processes of economic
integration and international cooperation; co-building an enabling environment forthe implementation
of regional digital initiatives; creating a common digital infrastructure and digital platforms; digitalization
of the leading economic sectors of the economy and union markets.

Mechanisms for the implementation of transformations in these areas include co-building an overall
supportive regulatory framework, creating public-private partnerships to implement priority initiatives,
establishing dialogue between all stakeholders in digital ecosystems, promoting the best digital
practices and solutions.

Key takeaway: Digitization is the core basis forthe further integration processes and development of
interstate services within EEU.

6.1.3 National level activities

National level activities represent regulations and state programs prepared by the Uzbekistan's
government in relation to public service provision. As forregulations, a series of legal and regulatory
instruments have been issued since 2017. Regulations include the President’'s decrees as well as
decrees of the Cabinet. Most of them mainly focus on legal aspects rather than strategic.

As for state programs, Digital Uzbekistan - 2030 the main program aimed at digitization of the republic
was introduced in 2020.

Goals of each document has been analysed and ranked based on relevance, applying the same
classification. Regulations and programs with high and medium impact are presented below.

%0 https://digital.gov.ruiru/activity/directions/484/
*1 http://www.eurasiancommission.org/ru/act/dmi/Pages/digital_agenda.aspx
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Figure 36: National level activities

Priority mapping for key strategic programs of relevance to Public Service Systemin Uzbekistan

(I Medium —

Strateqy for five priority areas of development of
the Republic of Uzbekistan in 2017 - 2021

Resolution of the President on the organization of
the activity of PSA (N2 PR-343012.12.2017)

Decree ofthe Presidenton measuresfor
reforming ofthe national system of public
services provision (N2 PD-5278 12,12.2017)

Resolution of Cabinet of Ministers onmeasures for

Resolution of the President on additional organizing the activities of PSA (Ne70 31.01.2018)

measures for accelerated development of the

public service provision system (NePR-3662
11.04.2018)

ion of the President on the organization of
the construction of buildings of PSCs under the

people'sreceptions of the Presidentin the regions
(cities) on the terms of public-private partnership

(NePR-370108.05.2018)

Decree ofthe President on additionalmeasures
for the accelerated development of the national
system of providingpublic services (N2ePD-5930

31.01.2020)

Resolution of the President on measures for the
further comprehensive development of the national
system of providing public services (NePR-4193
15.02.2019)

Strategy “Digital Uzbekistan— 2030"

Conceptfor development of “E-governmentin

2019-2025" Resolution of the President on measures for

further reduction of burocratic barriers and
Implementation of modern governmental principles
In the activities of governmentbodles and
organizations(NePR-4546 09.12.2019)

Decree ofthe President on measures for cardinal
improvement of license and permission
procedures (NePD-6044 24.08,2020)

Decision of the Cabinet of Ministers on measures
for effective organization of the activities of bodies
for recording acts of civil status in the system of
PSA (N2514 26.08.2020)

6.1.3.1 Regulations

3 regulation documents which set strategic objectives have been considered as high impact documents,
namely - NeDP-5278 12.12.2017, NeDP-5930 31.01.2020, NeRP-3662 11.04.2018.

6.1.3.2 Programs

Programs such as Strategy 2017-2022, Digital Uzbekistan — 2030 and E-government in 2019-2025
have been ranked as high impact programs since they influence social sector or development of e-
government.

Key takeaways. The goals can be set in relation to facilitate the development of public services from
regulations and programs analysed:

A. Providing individuals and legal entities with a wide range of government services, including
mobile (field);

B. Raising the culture of citizens on the use of electronic public services, providing advice on basic
skills in using the Single portal of interactive public services;

C. Regularly informing the population of the relevant area about the public services provided.

6.1.4 Local level activities

Activities undertaken by PSA itself are considered as local level actions. Annually PSA issues
workplans®52 aimed at enhancement of public service provision based on operational needs. The goals
set within the document were ranked as high since they have direct impact on PSA.

2 The PSA's workplan forthe first half of 2021 was provided to the PSAviathe Telegram appin the Uzbek language
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Figure 37: Local level activities
Priority mapping for key strategic programs of relevance to Public Service System in Uzbekistan

II— :' Medium —

PSA's workplan for first half of
2021

6.1.4.1 PSA’s workplan for first half of 2021

Key takeaways. PSA’s activities for coming 6 months of 2021 cover the following areas:

A. In the field of organizing the internal activities of territorial departments and Centers of public
services;

B. In the field of a unified implementation of the civil service in the field of rendering individuals
and legal entities, the performance of civil service by eliminating unnecessary administrative
offenses;

C. Monitoring and assessing the effectiveness of the activities of state bodies and organizations
in the provision of public services;

D. In the field of participation in the development of unified approaches to the design,
development, implementation and integration of information systems, resources and databases
used in the provision of public services;

E. In the field of upbringing and advanced training of personnel, improving legal awareness and
culture;

F. Studying the experience of advanced foreign countries in the field of attracting funds for
technical assistance and grants.

6.1.5  Definition of Strategic pillars and enablers

Based on priority areas stated above and results of current state assessment, strategic pillars and
enablers were developed. Those pillars and enablers form strong basis for the development of goals
and objectives of Strategy for several reasons. Firstly, all relevant strategic programs existing have
been assessed and their goals will be considered while making SGs and SOs for PSA. Secondly,
current challenges and pain points identified during current assessment can be navigated and properly
reflected in SGs and SOs. Thus, PSA'’s set of goals will be aligned with current activities and solve
current issues of service delivery system.

75
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Figure 38: Strategic pillars and enablers
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Strategic pillars truly represent the essential dimensions for long-term success. Based on analysis
carried the following pillars have been chosen:

1. Processdesign. Forfurther successfuldevelopment and enhancement public service provision
across the country by improving end-users’ experience;

2. People. Personnel’s continuous learning & development opportunities;

3. Technology. IT solutions for better back-end performance.

Enablers are factors that enables an entity to execute its strategy efficiently and effectively, aligning
the entity more closely with its objectives.

1. Institutional framework. Current framework as well as monitoring and assessing tools shall be
considered when designing Strategy;

2. Funding. Possible Public sector involvement.

3. Legal framework. Required legal changes for putting Strategy into operation.

6.2 Development of Strategic Goals and Objectives

Strategic goals and objectives have been developed on the basis of conducted analysis of the current
state of public services system. The conducted analysis covers assessment of 3 key short-listed

processes.

6.2.1  Strategic Goal — Happy end user — monitoring the journey from beginning to end

Understanding what matters most to a diverse set of customers including vulnerable>3 category of
people through the analysis of their behaviours and needs is the primary goal forthe public service

%3 Vulnerable include people with disabilities, pensioners
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delivery. Strategic objectives are developed based on the following end user experience drivers for the
public services:

Reliability and transparency,

Accessibility,

Quality,

Improved time to decision and value for money,
Expertise.

agrwDdE

To improve the whole customer journey, itis crucial to:

a. understand the importance of these drivers to clarify and focus efforts internally and
externally;

b. identify where and when the most unpleasant end user moments occur to suggest
initiatives for an intervention.

All the above have significant impact on the overall outcome, was designed with ‘happy end user
concept’inmind and could be achieved by successfully implementing the strategic objectives below.

6.2.1.1 Strategic Objective 1 — Business process optimisation and standardisation

To ensure service reliability and transparency, business processes standardisation for each service
would need to be performed. The optimisation should be started with two end user frameworks for each
service:

1. “l have a question” - ensuring that all frequently asked questions are tackled, and necessary
improvements and suggestions are implemented,;
2. “l apply”—eliminating the unnecessary steps in the whole process and finalising the process steps.

All of which will facilitate administrative procedures and processes such as standardisation and
systematisation of planning, scheduling, performance management, and decision making.

Improving mechanism:

Business process improvement focuses on continuous improvement and long-term change. PSA shall
consider starting by ironing out any bottlenecks in PSD. The five-step improvement mechanism
designed to improve the overall efficiency can be applied:

1. Process understanding of the system and its various components, including front-end and back-
end;

Identification of bottlenecks in the processes;

Execute the performance of the re-designed process based onthe gaps identified;

Measure the success of the re-designed process through KPlIs

Monitor the performance against the stipulated KPIs and constantly improve

(GRF AN

To conclude, there is an opportunity to increase efficiency of PSD by improving business processes
and standardisation.

6.2.1.2 Strategic Objective 2 — Achieving efficiency and greater transparency though an integrated e-
governance platform

The development of the e-government platform is the logical next step in the development of e-
government, which is a cornerstone in the state's strategy to make services more accessible, efficient
and accountable to the end users.

In order to build an e-government platform. it is necessary to develop on two fronts:

1. Digitalization of the internal activities of government agencies;
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2. Improvement of the channels of interaction (SPIPS portal (website, mobile app), etc.) between
government agencies and the population.

Targets and indicators for Strategic Objective 2: Level of public satisfaction with the quality of self-
received e-services

Improving mechanism:

1. In order to eliminate the direct interaction between government agencies and the population,
transfer all public services to be provided through the Public Service Centre, excluding the

possibility of submitting them to a state authority.

a. As a first step, only a standard application should be implemented in the system, with all
documents handed over via courier. Followed by full implementation of optimized public
service on SPIPS.

b. To implement a knowledge base for all public services for the providers of the Public
Service Centre and the operators of the Single Contact Centre.

c. Combine into a single contact centre with division of tasks into three levels. Eliminate
duplicate contact Centers (e-government centre, Uzinfocom)

2. Implementation of the "digital by default" principle, which means that information and various
transactional services are available to all citizens without exception.

a. Develop and approve a framework for the provision of public information systems.

b. Fill the databases with historical data by digitizing data and as part of the application for
public services.

c. Increase the communication of public services with private partners (banks, utilities, etc.)
(optional)
6.2.1.3 Strategic Objective — Constant monitoring through measurable indicators

To ensure high quality of the service delivery, continuous scrutiny of the public service delivery is
required as well as end user surveys that would reveal the areas of furtherimprovements.

Targets and indicators for Strategic Objective 3. Examples of KPIs include:

Table 14: KPIs for front and back office management

‘ KPls ‘ Front office  Back office Both

Measurements such as processing time and the number

+
of times an end user is handed off during a journey

Compliance of documents being uploaded

Compliance in filling up the application for the service

Overdue applications

Rejection rate

These metrics represent the underlying measures of performance that shape the customer experience.

Improving mechanism:

Introduction of clear KPI system.

In view of the current state assessments and considering the limited authority of the Agency controlling
the main stakeholders, there is a clear need forthe Agency to step up as a coordinator of KPIs. This
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will be done by coordinating and collaborating with state organizations®4. In order to successfuly
implement this the Agency is expected to improve its operating model as well.

With the effective KPI mechanism established with state stakeholders, it is essential for the Agency to
continue working on data integration and further automation. That is why the next opportunity is
proposed for further services improvement bearing in mind the end user experience.

6.2.1.4 Strategic Objective 4 — Private sector participation bringing expertise and innovations

Private sector participation is a way to improve services provided in remote areas and vulnerable by
providing expertise and innovations to the segments where populationis mostneeded in modernisation
of public service delivery:

a. rural population should not be discriminated based onits location,
b. wvulnerable should be properly segmented considering their engagement with and
experience of aservice.

State Agencies should consider a broad set of demographic attributes, as well as behavioural factors,
to deliver better services to more people. Thus, ensuring good value for money.

Improving mechanism:

To effectively engage the private sector and achieve greater inclusivity benefits, incentives need to be
applied at policy/legal level.

At the policy level:

1. Providing aclear policy and legal / regulatory framework. Private sectorbenefits from greater clarity
and stability where there is clear policy and guidance. Hence, a special checklist of policy issues to
consider in ensuring that end-users get the services they need at a fair cost and with viable returns
to private sector partners shall be developed.

2. Identifying incentives within the enabling environment. The legal / regulatory framework can identify
incentives that can be used to ensure inclusivity is considered in public sector development. For
example, granting subsidies to the private operators to enable them to offer concession fares (for
selected groups, such as people with disabilities and the elderly).

To conclude, a careful planning is necessary to ensure anticipated results. The hypothesis of the
analysis of the effects of the private sector involvement in the infrastructure of public services is that the
PPP is not a panacea; it can be useful for Uzbekistan if the model is suitable to the country’s conditions
and there is a workable environment with the public sector, which accept its own responsibilities, and
encourage competition.

6.2.1.5 Strategic Objective 5 — Digital and public services education

Learning about the service is one of the most difficult parts of the journey that is why itis so crucial to
improve this initial point of contact for the end users.

Improving mechanism:

This can be done both directly and indirectly by collaborating with schools, institutes and relevant
Ministries and eventually will not only eliminate unnecessary steps in the process but save time for
the end user in the customer journey.

Moreover, to further help the system to operate more efficiently the government is advised to have
segmentation for the end users and prepare a dashboard with all necessary services people would

%4 possible options forimproving the institutional framework has been elaborated under Strategic Objective 7
%5 For example, Ministry of Education
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need to receive in the respective timeline. For example, family with children, businessmen, international
workers, elderly people®®that would help to achieve higher satisfaction level as the service is looked
through the end user experience and the end user is aware when it ought to be received.

6.2.1.6 Strategic Objective 6 — Human resource management in the PSCs and PSA

Frontline employees can provide a wealth of insight into the experience of the end users they engage
on a daily basis—through both qualitative and quantitative feedback and the expertise of these people
is of primary concern for the improvement of the public service delivery.

Improving mechanism:

The objective should also include performance reviews, training, certifications that will ensure
sustainability of the organisation.

Regular trainings shall be planned, especially for newcomers. Training topics shall cover wide range of
necessary areas, €.¢. legal aspects of PSD, technical aspects when providing services and other hard
skills as well as soft skills. Trainings shall be classified by levels to ensure continuous learning and
development which is the core basis for constant enhancement of their acquired skills.

6.2.1.7 Strategic Objective 7 — Institutional framework and management structure of PSA

A clear institutional framework and management structure is necessary so that changes to public
services delivery process can be successfully implemented. Hence there is a need to position PSA
strategically in the overall framework.

Improving mechanism:

1. Carry out the detailed assessment of the existing institutional framework based on international
benchmarks of similar organizations in Activity 2 — Strategy development to give a global scenario
of potential options forimprovement / consideration, as per the need. Potential options>” for further
consideration and exploration could as follows —

a. Option 1 — Improve the current institutional framework and reporting structure of PSA in
order to ensure a better control and coordination with other Government entities for an
effective implementation of PSD. This option may be considered as a “Quick Win” or an
interim mechanism to ensure faster realisation of intended benefits

b. Option 2 — Potential re-structuring of the current institutional framework to enhance the
authority and governance of PSA. Few of the frameworks which may be considered include
— direct reporting under the Presidential Administration with accountability to the Oliy Majlis
(Parliament of Uzbekistan) or any other similar structure per the feasibility for
implementation

2. Discussthese draftscenarios/ options based onthis assessment with key stakeholders fordeciding
the way forward with the overall institutional framework and management structure of PSA.

3. When assessing possible options, the preference shall be given to the model which ensures best
fit for PSA and its objectives in line with overall vision of a happy end user.

Approach applied, namely, linking and aligning operational needs with strategic programs ensures
maximum coverage and maximum impact of goals set for enhancement of public service provision.

%6 An assumption, furtheranalysisis required

" These arejustoptionsfor further consideration and discussion and by no means shall be treated as final recommendations.
Further analysis on thefeasibility for implementation shall be elaborated in Activity 2 based on which final recommendations shall
be provided
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Figure 39: Prioritisation of Strategic Objectives for further enhancement of Public service delivery

Prioritization of SOs

2. Strategic 1. Priority
§ Institutional Business process Private sector
framework and L participation bringing
optimisation and y
management o expertise and
standardisation 3 2
structure innovations
£
& -
H Constant monitoring Human EE _and
o Integrated e- public
o overnance platform through measurable resource e
> g P indicators management -
g education Legend
"E 1. Priority
= Objective yielding high benefits and relatively easy to
3. Consider implement
2. Strategic
4. Park Objective yielding high benefits but entailing high
implementation challenges
3. Consider
N Objective yielding moderate or low benefits but relatively
] easy to implement
-~
4. Park
Low priority objective offering low benefits and also difficult
to implement
Hard Relative ease of implementation Easy

In order to ensure better realization towards achieving Agency’s objectives the above figure shows a
gualitative prioritization of the Strategic Objectives based on indicative benefits and relative ease of
implementation.
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7 Key risks and mitigations

Based on the in-depth analysis and evaluation of how the PSA can best address the challenges and
problems facing public sector development in the Republic of Uzbekistan, a list of risks and mitigations
were developed. Two important practices need to be implemented:

1. Risks identification and further assessment will help to prioritise, and address risks related to
public services development.

2. Risks mitigationis a continuous process undertaken to identify potential risks at the early stage
to reduce its possible effects.

Figure 40: Risk map and register

The Risk Map Risk Register

Loss of informationfrom the database

Loss of database information
Inconsistency between infrastructure and technical solutions
Untimely, poor quality of the database update
Ineffective interaction between information systems and failure to meet
integration deadlines
Potential attacks or attempted attacks on internal and external subsystems
E-government platform overload due to increased digital services

Fundingrisks

High

Impact

7  Lack of necessary funding to sustain the quality of services

Capacity building risks

Low qualifications of the employees

Insufficient level of authority

Red tape / corruption

Legalrisks

11 Lack of a single normative legal act for the provision of public services
Low Medium High 12

Probability 13

Lack of coordination between government agencies

Weak monitoring and control over the implementation of regulations

The red area is the area of risks that have a very high probability of realisation and (or) have significant impact
area is the area of risks with average probability of realisation and (or) the average potential impact

The green area is the area of risks that have a low probability of realisation and (or) do not have a significant impact

Source: interviews with Ministries of Construction and Development of Information Technologies and Communications, PSA,
KPMG analysis
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Table 15: Key risks and mitigation steps

NS Mitigations

Loss of information from the databases Ensuring data is backed up to different physical locations with defined and
approved recovery plans.
Inconsistency between infrastructure and | 1. Approve the list of critical systems.
technical solutions 2. Approveinformation communication infrastructure requirements.
Untimely, poor quality filling of the database | 1. Develop an e-government data architecture.
with information 2. Identify reference data sources, storage genres and modes of transmission.
Digitize historical data in the following ways:
1. internal digitization by government agencies, entering records into centralized
databases from all regions;
2. the data about the document is entered by the consumer of public services, in
: : case the database is not updated, it is verified by the employee of the public
Technological risks . . P y ploy P
authority that issued the document.
Ineffective interaction between the system | 1. Preparation, agreement and approval of common formats and technologies for
and the external systems which are to be data exchange and incorporation of the system's integrated points.
integrated, and failure to meet deadlines for | 2. Critical evaluation carried out properly by all parties.
integration with the information system
Potential attacks or attempted attacks on | 1. Develop an information security policy,
internal and external subsystems 2. manage information security risks (risk register) and
3. develop unified and documented plans for responding to IS incidents.
Malfunctioning of the inter-agency platform | 1. Improved compliance of infrastructure with technical solutions,
taking into account the increase inthe number | 2. Effective communication and integration of services
of services provided in electronic form
83
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Funding risks

Lack of necessary funding to sustain the
quality of services

Risks Mitigations

1.

Involvement of private sector could be one of the solutions. However, the
following measurements need to be monitored to ensure the positive impact of
such involvement:
— Social impact measurement — having the right baseline information to
properly assess whether private funding might have a positive impact.
— Evidence on what works — ensuring that the quality and availability of
existing evidence on effective interventions is consistent and appropriate.
— Aligning stakeholder interests — introducing private sector into well-
coordinated social support systems, where provider's capacity and trust is
high, and risk is evenly distributed.
‘Public service economy’ that refers to the mix of public, private, and not-for-
profit providers who deliver public services. The international experience shows
that in the UK, up to one-third of what government spends is delivered through
independent providers. In a context of slower economic growth due to the
COVID-19 impact needs to unlock the dynamism of the public sector through
private sector involvement. This can be achieved in the regions where
competition, contestability, and diversity in service delivery can generate value,
improve productivity, foster innovation, and enhance accountability to the
consumers of public services and to taxpayers. Operationalizing a public
service economy approach requires government to pursue and adopt new
forms of public-private partnerships (P3s) and new approaches to
procurement,
oversight, and risk.

Capacity building
risks

Low qualifications of the employees

A more proactive management of development opportunities for people is
necessary.

The talent programme combined with involvement of international (and
regional) organisations could help to bridge the gap of low qualifications
through extensive trainings.

KPMG
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Risks Mitigations

Insufficient level of authority A clear division of powers between the Ministries governing the development and
implementation of public services would help the sustainability of the PSD.

According to an international benchmarking analysis, the PSA’s status could be
potentially enhanced by assessing the following options®® for an effective
governance and implementation of PSD.

1. Option1l — Improve the current institutional framework and reporting structure
of PSA in order to ensure a better control and coordination with other
Government entities for an effective implementation of PSD. This option may
be considered as a “Quick Win” or an interim mechanism to ensure faster
realisation of intended benefits

2. Option 2 — Potential re-structuring of the current institutional framework to
enhance the authority and governance of PSA. Few of the frameworks which
may be considered include - direct reporting under the Presidential
Administration with accountability to the Oliy Majlis (Parliament of Uzbekistan)
or any other similar structure per the feasibility forimplementation

Red tape / corruption The following steps could minimise the number of bureaucratic procedures, hence
corruption risks:

1. Business processes optimisation as one of the Strategy objectives would
eliminate unnecessary steps, thus reducing the bureaucracy level.

2. Improvement in the procurement practice, which is often the most bureaucratic
procedure in an organisation, is advised based on the best practices of
international organisations.

3. Outsourcing activities that could be done more efficiently by the private sector
which possesses the necessary expertise and other resources.

%8 These are just options for further consideration and discussion and by no means shall be treated as final recommendations. Further analysis on the feasibility forimplementationshall be elaborated
in Activity 2 based on which final recommendations shall be provided
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Lack of a single regulatory legal act regulating
relations arising in connection with the
provision of public services, defining the entire
system and structure of public services
(principles of provision of public services,
rights and obligations of recipients of services
and authorized state bodies, requirements for
administrative regulations and organization of
the provisionof services and other questions).

Risks Mitigations

Development and adoption of a single regulatory legal act in the form of a law
regulating all issues arising in connection with the provision of public services. Such
laws were adopted in Russia "On the organization of the provision of state and
municipal services" dated July 27, 2010 N210-FZ and Kazakhstan dated April 15,
2013 No. 88-V "On state services". The adoptionof suchan act will make it possible
to establish a unified approach to the provision of public services, to introduce
uniform criteria in the organization of public services, to clearly delineate the powers
of state bodies in the field of public services, to improve the procedures for the
provision of public services, including those provided in electronic form, as well as
to speed up the process of synchronization between government agencies.

Lack of coordination between state bodies

Creation of separate departments for analysing and monitoring the efficiency of the
system of public services within the structure of the Ministry of Justice and its
territorial departments in the short-run.

Weak monitoring and control over the
implementation of regulatory legal acts

Based on international experience and legal analysis, the following options are
proposed:

1. Option1 - Increase in the number of staff inthe Departments responsible for
control over the provision of public services by state bodies of the PSA and its
territorial departments in the short-run.

2. Option2 - Process improvements to ensure more efficient control mechanism
that could be achieved through digital solutions covered in Technology section,
outsourcing to private firms, public participationthrough an open platformin the
long-run.
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8.1

Appendices

Activity 1 — Current state assessment of PSD and international benchmarking

Scoring mechanism and its calculation for identifying three key services

The formulafor selecting key services are the following:

Arithmetic formula = X (Service coverage x 15%; Number of applications x 25%; % of unsatisfied / overdue applications x 25%; Socio economic impact x
10%; Service digitization x 15%; Legal aspects x 10%)

For convenience, the same formulain Excel can be expressed using SUMPRODUCT function:

Excel formula = SUMPRODUCT (all scoring criteria, scoring weights)*100

Table 16: Selection of the services in Ministry for Development of Information Technologies and Communications of the Republic of Uzbekistan

Scoring criteria

Number>° S Is a service
(0] . o g
Service name : of . Socio digitised and a
Service unsatisfied / : . : Legal
requests . economic satisfaction
coverage overdue . aspects
per year / impact survey
requests _
month integrated?
1 | A new license forthe design, 10=
construction, operation and 0 0 0 1 0 0 ROUND (SUMPRODUCT(all
services of telecommunication scoring  criteria,  scoring
networks weights)*100,0)
5 The license for the provision 0 0 1 0 1 20=
of the service provider data ROUND(SUMPRODUCT (all
%9 Number of eligible end-usersin Uzbekistan is equalto ~12M
¢ shows inefficiency of the process, if the share of total requests / (overdue +annulled + denied requests) is >XX%
87

Final Report
Document classification — KPMG Confidential

KPMG



Activity 1 — Current state assessment of PSD and international benchmarking

networks without the right to
create its own network

scoring criteria, scoring
weights)*100,0)

Note for both services:

less than 30% overdue requests,
target the overall country strategy,

o wDdhpE

both services are available in any area of the country,
less than 10K requested between 2017-2020,

requires legal change as per the analysis in 3.2.4.2 and 3.2.5.1.

Table 17: Selection of the services in Ministry of Construction of the Republic of Uzbekistan

Service name

Service
coverage

Scoring Criteria

Is a service
digitized and
a satisfaction

survey
integrated?

% of
unsatisfied /
overdue
requests

Number of
requests
per year /

month

Socio
economic
impact

Legal
aspects

KPMG
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Acceptance into
operation of buildings
and structures
completed by 45 =
1 | construction 0.00 0.50 1.00 1.00 0.00 0.00 | ROUNDSUMPRODUCT(all
(reconstruction) (for the scoring criteria, scoring
operation of an object weights)*100,0)
that is not an object of
individual housing
construction)
Development of an é%BND(SUMPRODUCT(aII
2 ?;gﬂltectural and planning 0.00 0.50 0.00 1.00 0.00 0.00 scoring criteria, scoring
weights)*100,0)
. 33 =
Permission for
3 | redevelopment and 0.00 0.50 1.00 1.00 0.00 0.00 ROU.ND(S.EMPRODFJCT(E‘”
reconstruction of the object scoring critena, scoring
weights)*100,0)
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Service
coverage

Scoring Criteria

Is a service
digitized and
a satisfaction

survey
integrated?

% of
unsatisfied /
overdue
requests

Number of
requests
per year /

month

Socio
economic
impact

Legal
aspects

Approval of design and 33 =
estimate documentation for ROUND (SUMPRODUCT(all
4 | individual housing 0.00 0.50 1.00 1.00 0.00 0.00 scoring criteria, scoring
construction weights)*100,0)
(reconstruction)
T 33 =
Notification of the start of
5 | construction and 0.00 0.50 1.00 1.00 0.00 0.00 ROUND(SUMPRODUCT(all
installation works scoring criteria, scoring
weights)*100,0)
Submission of an 8=
6 app_llcatlon for_approval of 0.00 1.00 0.00 1.00 0.00 0.00 ROU_ND(S_UI\/_IPRODL_JCT(aII
design and estimate scoring criteria, scoring
documentation weights)*100,0)
. 33 =
Approval of changes in the
7 | appearance of buildings 0.00 1.00 1.00 1.00 0.00 0.00 ROUND(SUMPRODUCT(all
and structures scoring criteria, scoring
weights)*100,0)
Obtaining a new license for
the right to carry out 8=
activities forthe ROUND (SUMPRODUCT(all
8 development of 0.00 1.00 0.00 1.00 0.00 0.00 scoring criteria, scoring
architectural and urban weights)*100,0)
planning documentation
Reissue of a previously
issued license for the right 8=
9 to carry out activities for 0.00 1.00 0.00 1.00 0.00 0.00 ROU_ND(S_UI\/_IPRODL_JCT(aII
the development of scoring criteria, scoring
architectural and urban weights)*100,0)
planning documentation
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Scoring Criteria
Is a service
Socio digitized and
economic a satisfaction

Number of % of
Legal

Service name Service requests unsatisfied /
coverage per year / overdue aspects

month requests it PELE:S survey

integrated?
Submission of an
application for a certificate
10 | forthe right to carry out 0.00 1.00 0.00 1.00 0.00 0.00
activities forthe
examination of
construction projects

8=
ROUND(SUMPRODUCT(all
scoring criteria, scoring
weights)*100,0)

Submission of an

application for the reissue 8=
11 of a certificate fo_r_the right 0.00 1.00 0.00 1.00 0.00 0.00 ROU_ND(S_UI\/_IPRODL_JCT(aII
to carry out activities for scoring criteria, scoring
the examination of weights)*100,0)
construction projects
Submission of an
application for the
examination of design 8=
12 solutions for the 0.00 1.00 0.00 1.00 0.00 0.00 ROUND (SUMPRODUCT(all

compliance of objects with
the requirements of fire
safety and earthquake
resistance

scoring criteria, scoring
weights)*100,0)

Note for service:

1. services are available in any area of the country,
less than 10K requested between 2017-2020,
less than 30% overdue requests,

targets the overall country strategy

Eal S
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Table 18: Selection of the services in Cadastral Agency under the State Tax Committee of the Republic of Uzbekistan

Scoring Criteria
Is a service
Socio digitized and
economic  a satisfaction
impact survey

Number of % of

Service name Service requests unsatisfied /
coverage per year / overdue
month requests

Legal
aspects

integrated?

Obtaining a certificate of the

area of the living space. 0.5 1 0 1 0.5 1

35 =
ROUND(SUMPRODUCT(all
scoring criteria, scoring
weights)*100,0)

Obtaining a decision on the
transfer of residential
premises to the category of
non-residential.

60 =
ROUND(SUMPRODUCT(all
scoring criteria, scoring
weights)*100,0)

State registration of the
3 | lease agreement for 0.5 1 0 1 0.5 1
buildings and structures.

35 =
ROUND(SUMPRODUCT(all
scoring criteria, scoring
weights)*100,0)

Acceptance into operation
of buildings and structures
completed by construction 0.5 0 0 1 0.5 1
(reconstruction) (for the ' '
object of individual housing
construction).

35 =
ROUND(SUMPRODUCT(all
scoring criteria, scoring
weights)*100,0)

Application of State
5 | registration of rights to 0.5 0 0 1 0.5 1
real estate

85 =
ROUND(SUMPRODUCT (all
scoring criteria, scoring
weights)*100,0)

Getting a certificate of the
6 | presence/absence of your 0.5 0 0 1 0.5 1
own housing.

35 =
ROUND(SUMPRODUCT(all
scoring criteria, scoring
weights)*100,0)
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Scoring Criteria

NITEEE @F w0 @] Socio dl?giiiiig(;v;:ned
Service name i isfi . . .
Service reguests unsatisfied / searie | e ssire meitte Legal
coverage per year / overdue —— surve aspects
month requests P : y
integrated?
35 =
Registration of the cadastral ROUND (SUMPRODUCT(all

passport.

0.5 0 0 1 0.5

scoring criteria, scoring

weights)*100,0)
50 =
ROUND (SUMPRODUCT(all

scoring criteria, scoring
weights)*100,0)

State registration of rights to
8 | restrict the use of someone 0.5 1 0 1 0.5 0
else's land (easement).

Note for service:

5. services are available in any area of the country,
6. lessthan 10K requested between 2017-2020,

7. lessthan 30% overdue requests,
8
9

targets the overall country strategy.
Requires legal changes as per analysis presentedin 3.2.4.3
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8.2 Current state of three processes
8.2.1  Process design

Current state for above said three processes -

1. Accessibility of service:
a. Service can be provided on offline basis through visiting the PSC or online through the SPIPS;

b. The PSA’s central office is in Tashkent;
c. In each region there are centers and mobile buses;

d. Low public interest in obtaining services through PSC (According to high-level indicative
assessment interest of obtaining services through PSC in Uzbekistan was 21.2%°51 for the first
7 months of 2019, while in Kazakhstan the percentage of interest for the same period was
113.5%°52)

e. In 7 months of 2019, only 22%°%3 of all population of Uzbekistan (7.3 million) received public
services through PSC;

f. 5%654 of all population of Uzbekistan (1.6 million) received public services through PSC in peak
period of 2019 (April, highest Karakalpakstan Region — 121,735 requests);

g. 2%°55 of all population of Uzbekistan (0.7 million) received public services through PSC on low
season of 2019(July, lowest Jizzakh Region— 20 068 requests);

h. Average number of end users serviced in all PSC services — 3,459 per day (based on analysis
of data for the first 7 months of 2019, see Table 23);

i. Average number of end users serviced in one PSC — 247 per day (see Table 23);

j- Each PSC workload rate — ~50%656 (if suggest that each center has 15 working desks, 15
minutes for each request)

2. Operations and Processes:
a. Applicationis processed further only after confirmation of payment of the fee.

b. Each front-end counter caters to provision of all the services with no segmentation (for example
either by line of service or providing entities).

3 Currently, only 5 KPIs are expected to be implemented to PSA March 2021 (see Figure 4)

8.2.2  Technology

8.2.2.1 Service 1 — The commissioning of completed construction (reconstruction) facilities

1. IT capabilities:
a. Lack of integration with other agencies. Since the latter do not have their own electronic
systems. They interact in a traditional way¢7;

®1 Source: Internal analysis of statistics (for the first7 month of 2019)

62 Source: Internal analysis of statistics (for the first7 month of 2019)

& Source: Internal analysis of statistics (for the first7 month of 2019)

¢ Source: Internal analysis of statistics (for the first7 month of 2019)

% Source: Internal analysis of statistics (for the first7 month of 2019)

% source: Internal analysis of statistics (for the first7 month of 2019)

" For example, according to interview with Ministries, Ministry of Finance of Uzbekistan maintains a database on the status of a
citizen (vulnerable citizens), butitis necessaryto attach this documentto the MyGov or bring thisdocumentto PSC
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b. There is a limit on the amount of data downloaded via the Internet®®,
2. Services in the architectural area are provided through the Transparent Construction platform.

3. The databases of ministries and agencies for the provision of public services have not been
digitized.

4. There is no automatic submission of the application to the authorized body after completing the
application.

8.2.2.2 Service 2 — Provision of licence to a network service provider without the right to create its
own network

1. IT capabilities:
a. Lack of integration between MITC and the Single Portal for Interactive Public Services

2. The databases of ministries and agencies for the provision of public services have not been
digitized
8.2.2.3 Service 3 — Application of State registration of rights to real estate

The cadastral passportis registered with the cadastral agency through the SPIPS. An application for
registration of real estate is submitted to the SPIPS. The registrar enters the 1C system, checks the
correctness of completing the necessary documents and registers real estate in the absence of errors.
The cadastral passport is registered on the rights holder, who has the identification number, or the
personal number of the individual.

8.2.3  Regulatory and Legal

8.2.3.1 Service 1 — The commissioning of completed construction (reconstruction) facilities

The scope is governed by the following regulations:

1. Administrative Regulations on the Provision of State Services onthe Commissioning of Buildings
and Structures Completed by Construction (Reconstruction), approved by RCM No. 370
(Regulations) of 18.05.2018 - in respect of all buildings and structures, except buildings and
structures related to state secrets of the Republic of Uzbekistan, objects of state significance
included in the state development programs of the Republic of Uzbekistan, and individual
residential buildings under standard projects;

2. Regulations on the procedure for the performance of individual housing construction with the
participation of the engineering company Kishlok Kurilish Invest, approved by RCM No. 280 of
26.10. 2009 - in respect of housing inrural areas on the basis of standard projects involving the
engineering company Kishlok Kurilish Invest;

3. Regulations on the Procedure for Organizing the Construction, Distribution, Operation,
Maintenance and Repair of Official Residential Buildings for Heads of Local Executive Bodies,
approved by RCM No. 299 of 19.05.2017 - in respect of official residential buildings for heads of
local executive bodies;

4. SHNK 3.01.04-04 "Commissioning of facilities completed by construction," approved by Order No.
81 of the State Committee on Architecture and Construction of the Republic of Uzbekistan of
25.12.2003.

8 Observed application forthe commissioning of facility completed by construction (reconstruction) where the size of the uploaded
documents exceedsthe prescribed limit of 5 Mb (see Figure 59)
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The procedure forthe commissioning of housing in rural areas on the basis of standard projects, as
well as office housing forlocal heads of executive authorities, does not stipulate the provision of state
services through the PSC.

In accordance with the Decree of the President of the Republic of Uzbekistan No. DP-5278 of
12.12.2017 "On Measures to Fundamentally Reform the National System of Public Services to the
Public" stipulates the provision of state services on the commissioning of a facility completed by
construction (reconstruction) on the “one-stop-shop” principle exclusively through PSA

In accordance with Decree of the President of the Republic of Uzbekistan No. DP-5577 of 14.11.2018
On Additional Measures to Improve State Regulation in the Sphere of Construction and RCM No. 496
0f 20.08.2020 On the Approval of Administrative Regulations onthe Performance of State Construction
Control at Facilities and the Classification of Categories of Danger of Facilities, the composition of
participants in the commissioning process of completed facilities completed (except for objects
financed by state procurement entities) has been increased and includes:

Construction Control Inspectorate;

cadastral authorities;

representatives of the client;

contractor (general contractor);

territorial bodies of state sanitary supervision;

- 0o 20 T p

territorial bodies of state fire supervision.

The following regulations are designed to reduce bureaucratic construction procedures before and
after the commissioning of completed facilities:

a. Resolution of the President of the Republic of Uzbekistan No. RP-4160 of 5.02. 2019 "On
Additional Measures to Improve the Rating of the Republic of Uzbekistan in the annual report
of the World Bank and the International Financial Corporation "Doing Business" introduced a
procedure forsimultaneously issuing an extract fromthe certificate of state registration of rights
to a real estate with a protocol of acceptance for operation of buildings and structures
completed by construction;

b. Resolution of the President of the Republic of Uzbekistan dated 26.08. 2019 No. RP-4427
"On Measures to Further Improve the Procedures for Granting Free Land Plots for Non-
Agricultural Purposes and Performing Architectural and Construction Work" (hereinafter the
"RP-4427") - the procedure for preparing the cadastral file of buildings and structures
completed by construction prior to their commissioning has been introduced;

c. Administrative Regulations on the Provision of State Services on the Issue of a Cadastral
Passport of Inmovable Property approved by RCM No. 535 of 2.09. 2020 (RCM No. 535) -
the procedure for the simultaneous issue of a cadastral passport, a protocol on the
commissioning of objects and an extract from the register on state registration of immovable
property has been introduced.

On the basis of the following acts of the President of the Republic of Uzbekistan , the requirements
on construction facilities were introduced prior to their commissioning:

a. Decree of the President of the Republic of Uzbekistan No. DP-5577 of 14.11.2018 On
Additional Measures to Improve State Regulation in the Sphere of Construction - requiring
housing construction facilities to be equipped with energy-efficient and energy-saving
equipment and obtain an energy audit passport prior to their commissioning;

b. The Resolution of the President of the Republic of Uzbekistan No. RP-4329 of 22.05.2019
"About measures foracceleration of development of telecommunication infrastructure in the
settlements of the Republic of Uzbekistan" is the requirement to public, industrial, residential,
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office buildings and constructions (except those on which the design and estimate
documentation is approved until 1.07.2019), on leading of engineering and communication
infrastructure (to the cable sewerage, low-current cable mines, the areas and infrastructure for
placement of the telecommunication equipment);

c. Resolution No. RP-4351 of 4.06.2019 of the President of the Republic of Uzbekistan on
Additional Measures to Improve the Efficiency of Work in the Field of Human Settlements
Improvement - a requirement to improve the surrounding area.

Resolution of the President of the Republic of Uzbekistan No RP-4586 of 5.02.2020 On Measures to
Fundamentally Improve the Quality of Construction and Assembly Work and Improve the System of
Control over Construction stipulates the gradual cancellation of the procedure for the commissioning of
facilities completed by construction, by introducing the procedure for issuing permits for their operation
by the Construction Control Inspectorate and its territorial inspectorates:

a. forlow-risk items irrespective of sources of financing - starting from 1.05 2020;
b. forobjects financed from funds of state procurement subjects - from 1.01 2022;
c. foritems financed from other sources - starting from 1.01 .2021.

Decree of the President of the Republic of Uzbekistan No. DP-6044 of 24.08.2020 "On Measures to
Fundamentally Improve Licensing and Permit Procedures" abolished the commissioning of completed
construction:

a. new enterprises related to the use of water resources and the release of drainage water;
b. sports and recreation or sports facilities.

According to the Resolution of the President of the Republic of Uzbekistan No. RP-4464 of 20.01.2019
"About measures for widespread introduction of information and communication technologies in the
field of construction" it is provided functioning since 1.01.2021. The national information system
"Transparent Construction" throughout the Republic of Uzbekistan in real time and since 1.03.2020
Geoportal's start "The state town-planning inventory of the Republic of Uzbekistan" with opportunities
of maintaining the state town-planning inventory and providing to the public town-planning documents
and information online.

In accordance with RCM No. 732 of 19.11.2020 "On Measures for the Further Development of
Information Systems and Geographic Information Technologies in the Construction Industry"-e£2020
stipulates digitalization of the state service on the commissioning of buildings and structures completed
by construction (reconstruction) until April 2021.

8.2.3.2 Service 2 — Provision of licence to a network service provider without the right to create its
own network

The scopeis governed by the following regulations:

1. Regulations on Licensing of Activity inthe Field of Telecommunications, approved by RCM of the
Republic of Uzbekistan No. 458 of 22.11.2000 - determines the procedure for licensing the
provision of services by a data network provider, without the right to create its own network;

2. Regulations On the Procedure for Regulating the Interconnection of Internet Service Providers on
Data Transmission Networks, approved by Order No. 374 of 12.11.2004 of the General Director of
the Uzbekistan Communications and Informatization Agency (reg. No. 1423 of 18 November 2004)
- determines the procedure for regulating the interconnection between Internet service providers
and data network operators on data networks of the Republic of Uzbekistan and establishes
requirements on data network interconnections, and also defines the term "Internet service
provider";
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3. Rules for the provision of telecommunications services approved by Order No. 208-mx of the
Minister for the Development of Information Technologies and Communications of the Republic of
Uzbekistan  30.06.2020 (reg. number 3275 of 30 June 2020) - determine the rules for providing
services to a data network provider, including the Internet, through networks of data operators,
without the right to create a proprietary network.

In accordance with-paragraph 54 of the List of state services to be gradually implemented in 2018-2020,
provided exclusively through the Public Services Centers, the procedure for licensing the provision of
services by a data network provider, approved by No. RP-2750 of 01.02.2017, without the right to create
its own network, has been performed exclusively through PSC since 2018.

The following regulations are designed to reduce bureaucratic licensing procedures for the provision of
services to a data network provider without the right to create a proprietary network:

4. In accordance with the Decree of the President of Republic of Uzbekistan No. DP-5409 of
11.04.2018 On Measures to Further Reduce and Simplify Licensing and Permit Procedures in the
Sphere of Business Activity, as Well as to Improve Business Conditions:

Design of telecommunications networks

Construction of telecommunications networks

Operation of telecommunications networks

o o T

Provision of telecommunication network services - combined into "Design, construction,
operation and provision of telecommunications network services."

e. Measures to reduce and simplify procedures determine the reduction in the number of
submitted documents by eliminating the requirement for submission by the applicant:

f. copies of the certificate of state registration of the legal entity;
regulatory documents necessary for the performance of design and construction work;

h. reports of the relevant authorities on compliance with the requirements of sanitary and fire
safety standards;

i. copies of a diploma on higher education and a labor book of specialists on the design and
construction of telecommunications networks.

8.2.3.3 Service 3 — Application of State registration of rights to real estate

The state registration body forimmovable property rights is the territorial divisions of the State
Committee on Land Resources, Geodesy, Mapping and State Registry. Refusal of state registration of
the right to real estate ortransactions therewith orviolation of registration deadlines may be appealed
in court. An independent mechanism for the pre-trial resolution of disputes arising from the state
registration of real estate rights is stipulated by the creation of commissions under the State
Committee of the Republic of Uzbekistan on Land Resources, Geodesy, Mapping and State Registry,
state enterprises of land administration and real estate registry of the Republic of Karakalpakstan,
regions and Tashkent.

The state registration of rights to real estate is performed at the location of the real estate item on the
basis of the application of the rights holder. At the same time, for state registration of title and other
rights in rem performed on the basis of information of organizations, an application on state
registration of rights to an item of real estate is not required.

Extracts from the State Register issued in electronic form and extracts issued in hard copy have
equal legal force.

Legal entities and individuals that own or have proprietary rights to the property, or their authorized
persons within one month from the date of their appearance, transfer, restriction and termination of
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title and other proprietary rights to an item of real estate or changes in the legal position of an item of
real estate shall apply for state registration of rights to the item of real estate with the attachment of
title documents indicated in the Regulations (RCM No. 1060), to the Centers or viathe Unified Portal
of Interactive State Services, and in case of drafting a mortgage and registration of a mortgage
agreement - to the body performing state registration of rights to an item of real estate;

The application specifies the type of real estate item, the right to be registered with the state, the
name of the real estate item to which the cadastral file was prepared or re-registered, and the date of
its preparation (if any). Together with the application, a document onthe payment of afee for
registration of the right to an item of real estate is submitted.

Within one hour of completing the application, the Center sends it to the body performing state
registration of rights to the real estate.

During the initial formation of the cadastral-file, an inventory of real estate items shall be performed by
the state registration body on a field visit. As a result of the formation of the cadastral file, a cadastral
passportis issued.

The procedure for granting a cadastral passport and the form of the cadastral passport shall be
determined by the State Committee of the Republic of Uzbekistan on Land Resources, Geodesy,
Mapping and the State Cadastral Register. A technical inventory of anitem of real estate is performed
by the state registration body at the request of individuals or legal entities. Applications are accepted
via the Internet or Public Service Centers. If documents certifying the right to an item of real estate are
available, the registrar shall perform state registration of the right to the item of real estate within two
working days from the date of receipt of the documents. If there are minor technical deficiencies in the
submitted documents and it is possible to eliminate them or additional documents are required, the
registrar shall within one day decide to suspend registration fora period of up to three working days
and send the decision to the Center or the relevant organization.

After receiving a decision from the state registration body on the suspension of registration of the right
to the real estate, the center or organization notifies the legal entity or individual within one hour of the
submission of documents with the elimination of the indicated shortcomings.

When submitting documents with elimination of the indicated shortcomings, the state registration of the
right to the real estate is performed within two working days from the date of submission of the
documents.

When considering amended documents, the refusal of state registration of rights to an item of real
estate on new grounds not previously indicated in the notice on refusal of state registration is prohibited.
rights, except in the event of a prohibition or seizure by the authorized authorities on an item of real
estate.

If the defects indicated in the notification have not been eliminated within three working days after the
notification, the state registration body shall, within two working days, take a decision on the refusal to
state register rights to the real estate, as notified in writing by the center or the relevant organization.
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8.3.1

Activity 1 — Current state assessment of PSD and international benchmarking

List of legal acts reviewed

Public Service Delivery

Table 19: List of legal documents reviewed forlegal aspects analysis

Ne No. and date of

Comment

regulation

1 No. LRU-457 of

Law of the Republic of Uzbekistan "On

Defines the general rules for regulating relations in the area of administrative

of Uzbekistan

8.01.2018 Administrative Procedures™" procedures. The Law applies to administrative and legal activities of administrative
authorities with respect to interested parties, including licensing, permit,
registration procedures, procedures related to the provision of other state services,
as well as other administrative and legal activities in accordance with the law

2 22.09.1994 Administrative Liability Code of the Republic | Article 215° stipulates that the liability for violation of the legislation in the sphere

of provision of state services, expressed in the refusal to accept the applicant's
application, violation of the procedure and deadlines for considering applications
when providing state services, requesting documents from the applicant that are
not stipulated by the legislation, and failure to comply with the legal requirement
(instructions) of the authorized state agency in the sphere of provision of state
services.

3 No. DP-5278 of
12.12.2017

Decree of the President of the Republic of
Uzbekistan No. DP-5278 of 12 December

2017 On Measures to Fundamentally
Reform the National System of Public
Services

The areas of fundamental reform of the national system of public services have
been determined.

The PSA has been set up and its main tasks have been determined.

4 No. RP-3430 of
12.12.2017

Resolution of the President of the Republic
of Uzbekistan On the Organization of the
Activity of a Public Services Agency under
the Ministry of Justice of the Republic of
Uzbekistan

The organizational framework of the PSA (structure, PSC structure, sources of
financing, rights) has been determined.

99

Final Report

Document classification — KPMG Confidential




Activity 1 — Current state assessment of PSD and international benchmarking

No. and date of Comment
regulation
5 No. RP-3662 of | Resolution of the President of the Republic | The main tasks of ministries and departments and other authorized bodies
11.04.2018 of Uzbekistan On Additional Measures to | providing state services are stipulated:
Accelerate the Development of the System — accelerated development and implementation of information and
of Provision of Public Services communications technologies, taking into account ensuring a unified

technological approach to the creation of information systems and
informationresources in order to further unify and automate the processes
of providing public services;

— further accelerated implementation of measures to digitize the archive fund

of ministries and agencies and provide access to relevant information
resources;

— reengineering of business processes on all provided state services
included in the unified register of state services, with ensuring significant
optimization of forms and forms, fundamental reduction of procedures
when providing state services and deadlines for their provision;

— ensuring unconditional, timely and high-quality performance by employees
involved in the provision of public services of theirjob duties, strengthening
their responsibilities, increasing their skills and culture of work in
accordance with modern requirements, and introducing mechanisms for
objective assessment of their work;

— implementation of measures to consolidate efforts and increase the
responsibility of state bodies and organizations involved in the provision
of public services in solving problems based on their assigned tasks and
functions;

— priority use of extra-budgetary funds for development and improvement in
accordance with the established requirements of information systems,
software products, databases, implementation of electronic public
services.
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No. and date of Comment

regulation

6 No. RP-4193 of | Resolution of the President of the Republic Since 1.06 2019 this document has been established. the procedure pursuant to
15.02.2019 of Uzbekistan On Measures forthe Further which:
Comprehensive  Development of the — individuals and legal entities have the right to receive state services in PSC
National System of Public Services on an extra-territorial basis, regardless of the place of permanent
(temporary) residence of citizens and the postal address (location) of legal
entities;

— when applying for state services through the SPIPS, state duty, duties and
other payments shall be paid in the amount of 90 percent of the amount
paid when applying through the PSC or directly to the bodies providing the
services;

— part of the amount of state duties, duties and other payments for state
services provided through the SPIPS to be transferred to the extra-
budgetary fund of the PSA reduced from 20 to 10 percent, with a
proportionate distribution of the funds to be released to other recipients;

— State bodies and organizations providing public services shall enter
information necessary for the provision of public services according to the
list determined by the Ministry of Justice of the Republic of Uzbekistan
together with the National Agency for Project Management under the
President of the Republic of Uzbekistan into their databases and
information systems in electronic form to form electronic databases.

7 No. 378 of Resolution of the Cabinet of Ministers "On Determines the status of the SPIPS.
30.12.2018 Measures to Further Improve the Activity of
the Government Portal of the Republic of
Uzbekistan on the Internet, Taking into
Account the Provision of Interactive State
Services."
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Comment

the Approval of the Methodology for
Assessing the Quality of Provision of
Electronic Public Services."

8 No. 120 of Resolution of the Cabinet of Ministers "On This Act has approved:
13.05.2015 Measures  to F_ur_ther Improv_e the — Regulations on the Procedure for Forming and Maintaining the Unified
Procedure for Providing State Services and . )
Interdepartmental Information Cooperation Register of State Services, Forms and Forms;
between State Bodies and Other — Regulations on the Procedure for Interdepartmental Information
Organizations.” Interaction between State Bodies and Other Organizations in the Process
of Provision of State Services.
9 No. 184 of Resolution of the Cabinet of Ministers "On This document approved the Regulations on the Implementation of Measures to
02.06.2016 Measures to Improve the Procedure for | |mprove the Procedure for Providing Electronic Public Services.
Providing Electronic Public Services."
A procedure has been introduced pursuant to which:

— improvement of the procedure for providing electronic state services
includes mandatory unification of documents of state bodies;

— implementation of e-government services is performed through mandatory
implementation of measures to improve the procedure for their provision;

— information systems created as a result of measures to improve the
procedure for providing electronic public services should be integrated
with the SPIPS;

— the implementation of measures to improve the procedure for providing
electronic state services is ensured by state bodies and other
organizations providing electronic state services on a permanent basis, as
well as by the Ministry forthe Development of Information Technologies
and Communications of the Republic of Uzbekistan.

10 No. 353 of Resolution of the Cabinet of Ministers "On | This document approved the Methodology for Assessing the Quality of Provision
20.10.2016 of Electronic State Services to State and Business Administration Bodies, Local

State Authorities and Other Organizations.
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Comment

11 No. 239 of Resolution of the Cabinet of Ministers. This Act approved a schedule for the phased implementation of state services
25.04.2017 On the Approval of the Schedule for the | provided exclusively through PSC forthe period 2018 - 2020 years.
Phased Implementation of State Services
Provided Exclusively through  Single
Window Centers for the Period 2018-2020
Years.
12 No. 728 of Resolution of the Cabinet of Ministers "On | This document approves the Regulations on SPIPS. It has been established that:
15:09.2017 Meas_u_res to Imp_rove t.he Prgcedure for The Ministry for the Development of Information Technologies and
Prowdm_g_ Electronic Public Serwges throug_h Communications of the Republic of Uzbekistan is the authorized body for
the Unified Portal of Interactive Public . . . . )
) i ] assessing the demand for state services for further implementation on the SPIPS;
Services of the Republic of Uzbekistan."
the most demanded public services, determined based on the assessment of the
demand for public services, are being introduced on the SPIPS;
The Center for the Development and Implementation of Computer and Information
Technologies "Uzinfocom" of the Ministry for the Development of Information
Technologies and Communications of the Republic of Uzbekistan is the unified
integrator of the implementation and technical support of electronic state services
on the SPIPS;
On a contractual basis, business entities, together with state and business
management bodies, local government bodies and other organizations providing
public services, participate in the implementation of demanded electronic public
services on SPIPS and official websites.
13 No. 70 of Resolution of the Cabinet of Ministers of the | Regulations on PSA that determine the status, main tasks, functions, rights,
31.01.2018 Republic  of  Uzbekistan "On the | responsibility and procedure for organizing activity have been approved

Organization of the Activity of the Agency for
State Services under the Ministry of Justice
of the Republic of Uzbekistan"
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regulation

No. 348 of
10.05.2018

Activity 1 — Current state assessment of PSD and international benchmarking

Resolution of the Cabinet of Ministers "On
the Approval of the Administrative
Regulations on the Provision of State
Services on the Registration of an Electronic
Digital Signature Key and the Issue of an
Electronic Digital Signature Certificate
through State Service Centers."

Comment

This Act approved the Administrative Regulations on the Provision of State
Services onthe Issue of an Electronic Digital Signature Certificate, which ensures
free access to all types of services provided by state and business management
bodies, local state authorities and commercial banks through the PSC.

15

MJ No. 3181 of
13.09.2019

Resolution of the Ministry of Justice of the
Republic of Uzbekistan and the National
Agency for Project Management under the
President of the Republic of Uzbekistan On
the Approval of the Unified Register of State
Services

The Unified Register of Public Services has been approved.

This document provides a list of all 716 types of public services with a detailed
description of which public services are provided by any state body, the method of
application for receiving a service (electronic or traditional), the payment or
gratuitous nature of public services, and the types of applicants (individual or legal
entity).

16

MJ No. 3241 of
10.06.2020

Order of the Ministry of Justice of the
Republic of Uzbekistan "On the Approval of
the Regulations on the Main Indicators of the
Efficiency and Effectiveness of the Provision
of State Services and the Procedure for
Assessing Their Activity by Employees of
State Bodies and Other Organizations"

This Act approves the Regulations on the main indicators of the efficiency and
effectiveness of the provision of state services and the procedure for assessing
their activity by employees of state bodies and other organizations.
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Service 1 — The commissioning of completed construction (reconstruction) facilities

Table 20: List of regulatory legal acts governing public services delivery on commissioning of completed construction (reconstruction) facilities - Process 1

Ne

No. and date of

regulation

Town Planning Code of the Republic of

Uzbekistan

Comment

Provides for the authority to participate in the work of commissions on the

commissioning of completed construction facilities commissioning of the
authorized urban planning body.

No. LRU-641 of
15.10.2020

Law of the Republic of Uzbekistan "On the
Rights of Persons with Disabilities" of 15 10.
2020, No. LRU-641

Article 23 stipulates the requirement foracceptance of representatives of public
associations of persons with disabilities to be included in the state acceptance
commission when accepting construction and reconstructed social, social and
cultural facilities for use.

No. DP-5278 of
12.12.2017

List of state services to be gradually
implemented in 2018-2020, provided on a
‘one-stop-shop” principle exclusively
through the Centers of State Services,
approved by Decree of the President of the
Republic of Uzbekistan No. DP-5278 of 12
December 2017 On Measures to
Fundamentally Reform the National System
of Public Services

Among the list of services to be gradually implemented in 2018 - 2020 state
services provided on a one-stop shop principle exclusively through the Centers of
State Services stipulated by Appendix No. 1, the introduction of a service on the
commissioning of a facility completed by construction (reconstruction) until 1.04
2018 is stipulated.
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Comment

No. DP-5577 of
14.11.2018

Decree of the President of the Republic of
Uzbekistan No. DP-5577 of 14 November
2018 On Additional Measures to Improve
State Regulation in the Construction Sector

A procedure has been introduced pursuant to which:

— from 1.12. 2018 commissioning of facilities completed by construction is
performed with the participation of the construction control inspectorate,
cadastral authorities, representatives of the client, contractor (general
contractor), except for the construction of facilities financed by state
procurement entities;

— from 1.01. 2020, at the stage of performing design, exploration and
construction and assembly work, housing construction facilities must be
equipped with energy-efficient and energy-saving equipment. However,
prior to their commissioning, it is necessary to obtain an energy audit
certificate, except for items certified under international BREEAM
standards (environmental assessment of buildings efficiency) and LEED
(guideline on energy-efficient and environmental design)

No. RP-4464 of
20.01.2019

Resolution of the President of the Republic
of Uzbekistan No. RP-4464 of 20 January
2019 "On Measures to Widely Introduce
Information and Communications
Technologies in the Sphere of Construction”

Provided:

— introduction of the National Information System "Transparent
Construction” into the activity of the Ministry of Construction of the
Republic of Uzbekistanand its launch until y 1.06.2020 as an experiment,
during the construction of facilities in Tashkent Oblast (hereinafter the
"facilities") using centralized sources of financing, including those
financed from investment projects;

— ensuring the functioning of the National Information System "Transparent
Construction” until 1.01.2021, based on the results of the experiment, in
real time throughout the Republic of Uzbekistan;

— launch before 1.03. 2020 in the test mode of the Geographic Information
System (geo-portal) "State Urban Planning Registry of the Republic of
Uzbekistan," with the possibilities of keeping a state urban planning
registry and providing the public with urban planning documents and
information online.
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No. and date of

regulation

No. RP-4160 of
05.02.2019

Activity 1 — Current state assessment of PSD and international benchmarking

Resolution of the President of the Republic
of Uzbekistan No. RP-4160 of 5 February
2019 "On Additional Measures to Improve
the Rating of the Republic of Uzbekistan in
the Annual Report of the World Bank and the
International Financial Corporation” Doing
Business "

Comment

It is stipulated that starting from 1.03.2019 the procedure will be established,
pursuant to which the completed by construction will be issued simultaneously
with the extract from the certificate of state registration of rights to the real estate.

No. RP-4329 of
22.05.2019

Resolution of the President of the Republic
of Uzbekistan No. RP-4329 of 22 of May

2019 "On Measures to Accelerate the
Development of  Telecommunications
Infrastructure in the Settlements of the

Republic of Uzbekistan"

Pursuant to the norm, public, industrial, residential and administrative buildings
and structures may not be built and commissioned, except for buildings and
structures forwhich design and budgeting documentation has been approved until
1.07.2019, without bringing in facilities of engineering and communications
infrastructure, including cable sewage, low-flow cable mines, areas and
infrastructure forthe placement of telecommunications equipment.

No. RP-4351 of
04.06.2019

Resolution of the President of the Republic
of Uzbekistan No. RP-4351 of 4 June 2019
"On Additional Measures to Improve the
Efficiency of Work in the Field of Human
Settlements Improvement"

A procedure has been introduced pursuant to which from 1.01. 2020, the
commissioning of new construction, reconstruction and capital repairs of buildings
or structures without improving the surrounding area is prohibited.

No. RP-4427 of
26.08. 2019

Resolution of the President of the Republic
of Uzbekistan No. RP-4427 of 26 August
2019 "On Measures to Further Improve the
Procedures for Granting Free Land Plots for
Non-Agricultural Purposes and Performing
Architectural and Construction Work"

A procedure is stipulated pursuant to which the cadastral file for buildings and
structures is prepared prior to the process of their commissioning on applications
to the Public Services Centers. Upon completion of the commissioning an extract
shall be issued from the State Register of Rights to Real Estate.

10

No. DP-5930 of
31.01.2020

Roadmap on Improving the Provision of
Public Services Provided through Public
Services Centers, approved by Decree of
the President of the Republic of Uzbekistan
No. DP-5930 of 31 January 2020 On
Additional Measures to Accelerate the
Development of the National System of
Public Services

Development of a draft regulatory and legal act on 1.07 .2020 is stipulated.
stipulating the simultaneous issue of a cadastral passport, a commissioning
certificate of objects and an extract from the register of state registration of
immovable property through the Centers of State Services and the Unified Portal
of Interactive State Services.
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No. and date of

regulation

No. RP-4586 of
05.02.2020

Activity 1 — Current state assessment of PSD and international benchmarking

Resolution of the President of the Republic
of Uzbekistan No. RP-4586 of 5 February
2020 "On Measures to Fundamentally
Improve the Quality of Construction and
Assembly Work and Improve the System of
Control over Construction”

Comment

A gradual cancellation of the existing procedures for the commissioning of
facilities completed by construction is stipulated, with the introduction of the
procedure for issuing permits for their operation by the Construction Control
Inspectorate of the Ministry of Construction of the Republic of Uzbekistan and the
regional inspectorates within the following deadlines:

a. forlow risk items, regardless of sources of financing, starting from

1.05.2020;
b. forobjects financed by state procurement entities - since 1.01.2022;
c. foritems financed from other sources - from 1.01.2021.

Establish that prior to the implementation of the procedure for issuing permits for
the operation of the facilities, the Inspectorate and the regional inspectorates
shall involve the completed facilities for commissioning (except for objects
financed by funds of state procurement subjects) the territorial bodies of state
sanitary supervision and state fire supervision, which within the deadline for
accepting the objects provide the Inspectorate and territorial inspectorates with
opinions on the compliance of the object with sanitary standards and fire safety
requirements

12

No. DP-6044 of
24.08.2020

List of certain licensed activities and
documents of a permissive nature cancelled
from 1 January 2021, approved by Decree of
the President of the Republic of Uzbekistan
No. DP-6044 of 24 August 2020 On
Measures to Fundamentally Improve
Licensing and Permissive Procedures

Cancellation of:
— commissioning of new enterprises completed by construction related to the
use of water resources and the release of drainage water;
— commissioning of sports and recreation facilities completed by construction.
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No. and date of

regulation

No. 280 of 26.10.

2009

Activity 1 — Current state assessment of PSD and international benchmarking

The provision on a procedure of individual
housing constructionwith participation of the
Kishlok Kurilish Investment engineering
company approved by the Resolution of the
Cabinet of Ministers 26 October 26 2009 No.
280 "On measures for the organization of
construction of housing in rural areas on the
basis of standard projects with participation
of the Kishlok Kurilish Investment
engineering company

Comment

Determines the procedure for commissioning housing in rural areas on the basis
of standard projects involving the engineering company Kishlok Kurilish Invest.

Unlike other buildings and structures, there is no provision for circulation through
PSC or SPIPS.

14

No. 299 of
19.05.2017

Regulations on the Procedure for
Organizing the Construction, Distribution,
Operation, Maintenance and Repair of
Official Residential Buildings for Heads of
Executive Bodies on the Ground, approved
by Resolution No. 299 of the Cabinet of
Ministers of 19 May 2017 "On Approving the
Regulations on the Procedure for
Organizing the Construction, Distribution,
Operation, Maintenance and Repair of
Official Residential Houses for Heads
Executive Bodies on the Ground"

Determines the procedure for commissioning of official residential houses for the
heads of executive bodies on the ground.

Unlike other buildings and structures, there is no provision for circulation through
PSC or SPIPS.

15

No.370 of
18.05.2018

Administrative Regulations on the Provision
of State Services on the Commissioning of
Buildings and Structures Completed by
Construction (Reconstruction), approved by
Resolution of the Cabinet of Ministers No.
370 of 18 May 2018 "On the Approval of
Certain Administrative Regulations on the
Provision of State Services in the Field of
Architecture and Construction”

Regulates the procedure for the provision of state services onthe commissioning
of buildings and structures completed by construction (reconstruction) through
PSC
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No. and date of

regulation

Activity 1 — Current state assessment of PSD and international benchmarking

Comment

16 No. 134 of Regulations on small industrial zones, | A requirement is stipulated on the mandatory approval of the commissioning
09.03. 2020. approved by Resolution of the Cabinet of | certificate of buildings and structures completed by construction (reconstruction)
Ministers No. 134 of 9 March 2020 "On the | by the authorized authority for acceptance of buildings and structures completed
Approval of Regulations on Small Industrial | by construction (reconstruction) with the Directorate of Management of Small
Zones" Industrial Zones when accepting such buildings and structures in the
corresponding zones.
17 No. 496 of Administrative Regulations on the | It stipulates the use of territorial state sanitary supervision bodies and state fire
20.08.2020 Performance of State Construction Control | supervision bodies by the Construction Control Inspectorate of the Ministry of
at Facilities and Classification of Categories | Construction when commissioning completed facilities (except for facilities
of Danger of Facilities, approved by | financed by state procurement entities) and obtaining their opinions on
Resolution of the Cabinet of Ministers No. | compliance with sanitary standards and fire safety requirements.
496 of 20.08.2020 "On the Approva of
Administrative Regulations on the
Performance of State Construction Control
at Facilities and Classification of Categories
of Danger of Facilities"
18 No. 535 of Administrative Regulations on the Provision | Simultaneous issue of a cadastral passport, a commissioning certificate of
02.09.2020 of State Services onthe Issue of a Cadastral | objects and an extract from the register of state registration of immovable

Passport of Immovable Property, approved
by Resolution of the Cabinet of Ministers No.
535 of the Republic of Uzbekistan of 2
September 2020 "On the Approva of
Administrative Regulations on the Provision
of Certain State Services in the Field of
Cadastral Property"

property on the completion of construction of the object in accordance with the
agreed project documentation.
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No. and date of

regulation

No. 732 of
19.11.2020

Activity 1 — Current state assessment of PSD and international benchmarking

Roadmap on the development of the
National Information System "Transparent
Construction” and the geographic
information system "State Urban Planning
Registry of the Republic of Uzbekistan" and
their integration into the system "Electronic
Government," approved by Resolution of the
Cabinet of Ministers No. 732 of 19
November 2020 "On Measures for the
Further  Development of Information
Systems and Geographic Information
Technologies in the Construction Industry”

Comment

Digitalization of the state service for commissioning of buildings and structures
completed by construction (reconstruction) until April 2021 is stipulated.

20

Order No. 81 of
25.12.2003

UDR 3.01.04-04 "Commissioning of facilities
completed by construction," approved by
Order No. 81 of the State Committee on
Architecture and Construction of the
Republic of Uzbekistan of 25 December
2003

Defines commissioning procedures

21

MJ. No. 3181 of
13.09. 2019.

Unified Register of State Services approved
by Resolution of the Ministry of Justice of the
Republic of Uzbekistan of the National
Agency for Project Management under the
President of the Republic of Uzbekistan "On
the Approval of the Unified Register of State
Services" (Registration Number No. 3181 of
13 September 2019)

Service on commissioning of buildings and structures completed by construction
(reconstruction) was entered into the Unified Register of State Services with
register number 04011
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Activity 1 — Current state assessment of PSD and international benchmarking

8.3.3  Service 2 — Provision of licence to a network service provider without the right to create its own network

Table 21: List of regulatory legal acts governing public services delivery on provision of licence to a network service provider without the right to create its own

network - Service 2

Ne No. and date of

Comment

Law of the Republic of Uzbekistan "On
Communications"

Determines the general legal and economic foundations of the organization of the
communications system, establishes the rights and obligations of enterprises,
institutions and organizations, regardless of the form of ownership and citizens, in
the sphere of ownership, use, management and management of communications
facilities when establishing and operating communications networks, providing
communications services, and also establishes measures of liability for violation of
rights granted and non-performance of obligations.

Administrative Liability Code of the Republic
of Uzbekistan

Pursuant to article 263 , "The bodies of the State Inspectorate for Supervision of
Communications, Informatization and Telecommunications Technologies of the
Ministry for the Development of Information Technologies and Communications of
the Republic of Uzbekistan have jurisdiction over the cases of administrative
offences stipulated in part one of article 151, part one of article 152, and articles
153. 154. 156 of the Code on Administrative Liability of the Republic of Uzbekistan."

Law of the Republic of Uzbekistan "On
Telecommunications"

— According to Article 1 "Telecommunications service provider (hereinafter the"
provider "), a legal entity providing commercial telecommunications services
through operator networks;"

— Defines the rights and obligations of providers when providing services and
interacting with state authorities

regulation
1 No.512-XIl of
13.01.1992
2 22.09.1994
3 No. 822-I of
20.08.1999
4 No. 71-1l of
25.05.2000

Law of the Republic of Uzbekistan On the
Licensing of Certain Types of Activity

Regulates relations connected with the licensing of certain types of activity
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No. and date of

regulation

Activity 1 — Current state assessment of PSD and international benchmarking

Comment

5 No. 458 of Regulations on Licensing | Paragraph 2 Licensing of types of activity of legal entities in the field of
22.11.2000 Telecommunications Activities, approved by | telecommunications is performed by the Ministry for the Development of
Resolution of the Cabinet of Ministers of the | Information Technologies and Communications of the Republic of Uzbekistan
Republic of Uzbekistan No. 458 of | (hereinafter the licensing body).
32'11'2000 on Measure_s to Imprqve the Paragraph 14. When obtaining a license to provide services to a data network
anagement System in the Field of > ; . ;
Telecommunications and Postal prowder, mcludlng the Internet, through networks pf data operators, without "thf
N right to create their own network, the documents stipulated in subparagraphs "g,
Communications o . . .
d" and "e" of this paragraph shall not be submitted.
Paragraph 43. The State Inspectorate for Supervision of Communications,
Informatization and Telecommunications Technologies (hereinafter the
"Supervisory Authority") shall monitor the compliance of licensees with licensing
requirements and conditions in accordance with the legislation.
6 No. 222-1I of Resolution of the Oliy Majis of the Republic | Defines types of licensed activities
12.05.2001 of Uzbekistan "On the List of Types of
Activity for the Performance of Which
Licenses Are Required"
7 No. 236 of List of licensing bodies engaged in licensing | The authorized licensing body inthe sphere of "Design, construction, operation and
28.06.2002 certain types of activity, approved by | provision of telecommunications network services" has been determined
Resolution of the Cabinet of Ministers of the
Republic of Uzbekistan No. 236 of
28.06.2002 On Measures to Implement the
Law of the Republic of Uzbekistan On
Licensing Certain Types of Activity
8 No. 352 of Resolution of the Cabinet of Ministers of the | The decision was taken to cancel the established procedure for the access of
10.10.2002 Republic of Uzbekistan On Decentralization | operators (providers) of data transmission networks of the Republic of Uzbekistan
of Access to International Computer | to national and international computer networks, including the Internet, exclusively
Networks through the technical means of the enterprise forthe development and operation
of the state data transmission network UzPAK and the National Data Transmission
Network.
9 No. 560-II of Law of the Republic of Uzbekistan "On | Defines the main areas of state policy inthe fields of informatization, ownership of
11.12.2003 Informatization" information resources and information systems

KPMG
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No. and date of

regulation

MJ RUz No. 1423
of 18.11.2004

Activity 1 — Current state assessment of PSD and international benchmarking

The provision "About an Order of Regulation
of Gateway Interaction of Internet Service
Providers on Data Transmission Networks"
approved by the Order of the CEO of the
Uzbek communication agency and
informatization No. 374 of 12.11.2004. "On
the adoption of the provision onan order of
regulation of gateway interaction of Internet
service providers on data transmission
networks" [Registered by the Ministry of
Justice of the Republic of Uzbekistan on
November 18, 2004. Registration No. 1423]

Comment

— Determines the procedure for regulating interconnection between Internet
service providers and operators of data networks (hereinafter the "operators")
on data networks of the Republic of Uzbekistan and establishes requirements
on interconnection of data networks.

— Internet service provider - a legal entity providing commercial services to users
of data networks and the Internet through operator networks;

— Operators and providers operating under the relevant licenses have the right to
access international telecommunications networks exclusively through the
technical means of the joint-stock company Uzbektelecom.

11

No. RP-2750 of
01.02.2017

List of state services to be implemented in
stages in 2018-2020, provided exclusively
through the Centers of State Services,
approved by Presidential Resolution of the
Republic of Uzbekistan No. RP-2750 of
01.02.2017 "On additional measures to
improve the mechanisms for providing state
services to business entities”

Paragraph 54 Since 2018 the design, construction, operation and provision of
telecommunications network services has been provided exclusively through the
Public Service Centers since-2018.

12

No. RP-3549 of
19.02.2018

Road Map on Fundamental Improvement of
the Information and Communications
Technology  System for 2018-2019,
approved by Resolution of the President of
the Republic of Uzbekistan No. RP-3549 of
19.02.2018 "On the Organization of the
Activity of the Ministry forthe Development
of Information Technologies and
Communications of the Republic of
Uzbekistan"

— An activity to determine the procedure for joint use of the active and passive
infrastructure of telecommunications operators and providers has been
determined.

— The implementation mechanism is a regulatory legal act. From 7.08.2018 to
22.08.2018 a draft of this regulatory legal act was placed on the Portal for
discussion of draft regulatory legal acts.
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No. and date of

regulation

Activity 1 — Current state assessment of PSD and international benchmarking

Comment

13 | RCM No. 185 of | The provision"About an Order of Charge of | — petermines the amount and procedure for charging penalties for violations of
07.03.2018 Financial Sanctions (Penalties) for Violation the legislation.
of Requwements of the Legislation and | _ \, corresponding changes have been made:
Other  Normative Documents, State
Standards and Quality of the Provided | Paragraph 3 states that financial sanctions (fines) are imposed by the Inspectorate
Services in the Sphere of Communication, | for Control over Communications, Informatization and Telecommunications
Informatization and Telecommunication | Technologies of the Ministry forthe Development of Information Technologies and
Technologies", the approved by the | Communications of the Republic of Uzbekistan, which is very often found in this
Resolution of the Cabinet of Ministers of the | regulatory act.
Republic  of . Uzbekistan  No. 185 of However, pursuant to paragraph 1 of Resolution of the President of the Republic
07.03.2018. "On measures for further | ¢\ peyistan No. RP-4024 of 21.11.2018 "On Measures to Improve the System of
Improvement of _quahty Qf communication | conirol  over  the Implementation of Information Technologies and
sevices, |nf(|)lrmat|zat|0n and Communications,= organization of their protection”, the Inspectorates for Control in
telecommunications the Sphere of Communications, Informatization and Telecommunications
Technologies under the Ministry for the Development of Information Technologies
and Communications of the Republic of Uzbekistan were abolished and the State
Inspectorate for Control in the Sphere of Informatization and Telecommunications
of the Republic of Uzbekistan was created.
14 No. DP-5409 of | Decree of the President of the Republic of

11.04.2018

Uzbekistan "On Measures to Further
Reduce and Simplify Licensing and Permit

— Design of telecommunications networks, Construction of telecommunications
networks, Operation of telecommunications networks, Provision of
telecommunications networks services from 1 June 2018 are combined into

Procedures in the Sphere of Business "Design, construction, operationand provision of telecommunications networks
Activity, as Well as to Improve Business services"
Conditions"
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No. and date of

Activity 1 — Current state assessment of PSD and international benchmarking

Comment

regulation
15 No. 848 of Regulations On Determining Requirements | Paragraph 13. The Internet service providers and cellular radiotelephone networks,
22.10.2018 on Administrative and Organizational | owners and administrators of shared Internet access points should take
Measures,  Hardware, Software and | administrative and organizational measures, use technical and hardware tools to
Technical Means of Protecting Children from | protect children from information harmful to their health.
Information Harmful to Their Health,
approved by the Cabinet of Ministers of the
Republic of Uzbekistan Resolution No. 848
of 22.10.2018 On Measures to Implement
the Law of the Republic of Uzbekistan On
the Protection of Children from Information
Harmful to Their Health
16 No. RP-4024 of | Regulations on the State Information and | Paragraph 2 State Inspectorate is an authorized state body with special status,
21.11.2018 Telecommunications Control Inspectorate of | exercising control over compliance with laws in the field of communications,
the Republic of Uzbekistan, approved by | informatization and telecommunications technologies, distribution of periodicals,
Resolution of the President of the Republic | copyright in the distribution of phonograms, audio visual works, programs for
of Uzbekistan No. RP-4024 of 21.11.2018 | electronic computers (hereinafter the "computer")
82 ntt/cl)?aosygrasth etol nlrrg%rgcvt?o r:r;)ef Iﬁfyosrtrirgti (;)rf] Paragraph 4 State Inspectorate is the successor _fort_he rights and o_bligations of
. o the Inspectorate for Control over Communications, Informatization and
Technologies and Communications and the o . .
Organization of Their Protection Telecom_munlcatlons '_I'echnolog|es un(_jer_the Ministry for t_he Development of
Information Technologies and Communications of the Republic of Uzbekistan.
17 No. DP-5930 of Roadmap on Improving the Provision of

31.01.2020

Public Services Provided through Public
Services Centers, approved by Decree of
the President of the Republic of Uzbekistan
No. RP-5930 of 31.01.2020 On Additional
Measures to Accelerate the Development of
the National System of Public Services

— Noted as deficiency "Integration is not performed due to lack of information
system”

It was decided to develop an information system and its integration with the system
of providing public services until 1.09.2020.
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No. and date of

regulation

MJ RUz No. 3275
of 30.06.2020

Activity 1 — Current state assessment of PSD and international benchmarking

Rules for the Provision of
Telecommunications Services, approved by
Order No. 208-mx of the Minister for the
Development of Information Technologies
and Communications of the Republic of
Uzbekistan of 30.06.2020 "On the Approval
of the Rules for the Provision of
Telecommunications Services" [Registered
by the Ministry of Justice of the Republic of
Uzbekistan on 30 June 2020. Registration
No. 3275]

Comment

Determines the rules for providing services to a data network provider, including
the Internet, through networks of data operators, without the right to create a
proprietary network.

19

No. DP-6044 of
24.08.2020

Certain types of licensed activity and
documents of a permissive nature,
cancelled from 1 January 2021, approved by
the Decree of the President of the Republic
of  Uzbekistan On Measures to
Fundamentally Improve Licensing and
Permissive Procedures

Paragraph 5: Licenses have been revoked if:

— provisionof datatransmissionnetwork services by public points, including public
points of small business entities in rural areas

— provision of services by small businesses in rural areas through local
telecommunications networks

— provision of services by small business entities in rural areas through long-
distance telecommunications networks

provision of services by small business entities in rural areas through international
telecommunications networks.

117

Final Report

Document classification — KPMG Confidential



Activity 1 — Current state assessment of PSD and international benchmarking

8.3.4  Service 3 — Application of State registration of rights to real estate
Table 22: List of regulatory legal acts governing public services delivery on provision of state registration of rights to real estate - Service 3

No. and date of Comment

regulation

1 Civil Code of the Republic of Uzbekistan Establishes the legal basis and cases of state registration of rights to immovable
property.

Title and otherrights in rem to real estate, the appearance, transfer, restriction and
termination of these rights are subject to state registration.

It has been established that the state registration of rights to immovable propenty is
an act of recognition by the state.

2 Land Code of the Republic of Uzbekistan State registration of rights to land plots and transactions with them is stipulated.

3 LRU No. 666-1 of | Law of the Republic of Uzbekistan On the The state registration of tenure rights, use of land plots, lease of land plots, and title
28.08.1998 State Land Registry to land plots, including agreements on easements and other restrictions and
termination of these rights, shall be performed at the location of the land plot by
entering the relevant data in the State Register of Rights to Immovable Property
and Transactions therewith.

Informationto be entered in the state register has also been determined.

4 LRU No. 17111 Law of the Republic of Uzbekistan On State |It has been established that the state registry is an integral part of the Unified
of Registry System of State Inventories and constitutes a system of updated information and
15.12.2000 documents on the geographical position, legal status, quantitative, qualitative

characteristics and assessment of a specific type of natural, business or other
object for which the state registry is being maintained.
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No. and date of

regulation

No. RP-4270 of
05.04.2019

Activity 1 — Current state assessment of PSD and international benchmarking

Resolution of the President of the Republic
of Uzbekistan On Measures to Further
Improve the System of State Registration of
Rights to Immovable Property

Comment

On the Implementation of the Procedure forIssuing an Extract from the State
Register of Rights to Real Estate (hereinafter the "Register") on "one-stop-shop”
principle:

state notaries - when performing certification of transactions with immovable
property, except in cases of appearance, transition, restriction (encumbrance) and
termination of rights to part of immovable property;

the Agency for the Management of State Assets - when selling real estate (in terms
of state assets) through an auction at the Single Electronic Trading Platform "E-
IJRO AUKSION";

real estate organizations - when providing real estate services on non-residential
real estate;

commercial banks participating in the Program forthe Construction of Affordable
Residential Buildings under the updated standard projects in rural areas for 2017-
2021, approved by the President resolution of the Republic of Uzbekistan No. RP-
2639 of 21 October 2016 (hereinafter referred to as "commercial banks") when
documenting a completed residential building.

RCM No. 186 of

Resolution of the Cabinet of Ministers of the

Procedure for Determining the Cost of State Services in the Sphere of State

10.07.2014 Republic of Uzbekistan Registry for Real Estate
On Improving the  Procedure  for
Differentiated Approach in Determining the
Cost of State Services in the Field of State
Cadastral Services
RCM RUz No. Resolution of the Cabinet of Ministers of the |It has been determined that the State Register of Rights to Real Estate (hereinafter
1060 of Republic of Uzbekistan "On Measures to |the "State Register") is the official source of information on the registered rights of
29.12.2018 Improve the Procedure for State |legal entities and individuals to real estate, the reliability of which is guaranteed by

Registration of Rights to Real Estate"

the state.
Extracts from the State Register issued in electronic form and extracts issued in
hard copy have equal legal force.
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No. and date of

regulation

RCM No. 535 of
02.09.2020

Activity 1 — Current state assessment of PSD and international benchmarking

Administrative Regulations on the Provision
of State Services on the Issue of a Cadastral
Passport of Imnmovable Property, approved
by Resolution of the Cabinet of Ministers No.
535 of the Republic of Uzbekistan of 2
September 2020 "On the Approval of
Administrative Regulations on the Provision
of Certain State Services in the Field of
Cadastral Property"

Comment

The simultaneous issue of a cadastral passport and an extract from the register of
state registration of immovable property are stipulated.

MJ 3156 of
22.04.2019

Regulations on the Procedure for
Considering Applications and Complaints
from Citizens and Business Entities in the
Sphere of State Registration of Rights to
Real Estate

Provides for the pre-trial resolution of disputes between the rights holder of the real
estate and state authorities.

Specifically, establishing that an independent mechanism forthe pre-trial resolution
of disputes arising from the state registration of rights to real estate by establishing
commissions under the State Committee of the Republic of Uzbekistan on Land
Resources, Geology, Mapping and State Registry, state enterprises of land
administration and real estate registry of the Republic of Karakalpakstan, regions
and Tashkent (hereinafter the "Commission™).

Establish the procedure pursuant to which:

— disputes arising from the state registration of rights to real estate items shall be
considered by the commission within ten days from the date of their receipt;

— persons who have taken a decision on state registration of rights to real estate
or onrefusal of state registration may not be members of the commission;

— the opinion of the commission is binding on the person who made the decision

on state registration of rights to real estate or on refusal of state registration
and is grounds for changing the decision taken thereby.
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No. and date of
regulation

RCM No. 535 of
02.09.2020

Activity 1 — Current state assessment of PSD and international benchmarking

Administrative Regulations on the Provision
of State Services on the Issue of a Cadastral
Passport of Imnmovable Property, approved
by Resolution of the Cabinet of Ministers of
the Republic of Uzbekistan No. 535 of 2
September 2020 "On the Approval of
Administrative Regulations on the Provision
of Certain State Services in the Field of
Cadastral Property"

Comment

The simultaneous issue of a cadastral passport and an extract from the register of
state registration of immovable property are stipulated.
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Activity 1 — Current state assessment of PSD and international benchmarking

8.4 Evidences for the site visits

Figure 41: Ticket distributing linked to the TV
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Activity 1 — Current state assessment of PSD and international benchmarking

Figure 42: Device to evaluate service

Though each counter is equipped with
this evaluation tool which is an excellent
measure to assessthe end user
satisfaction at various levels such as
PSCs, Regional and National level, the
data is not being captured my any means

XOPOLWO

o)\ QONIQARLI
] YOOBNETBOPWUTENLHO

QONIQARSIZ
HE YAOBNETBOPUTENBHO

JUDA YOMON
OYEHb NNOXO

counter is equipped with a user
experience evaluation tool

Figure 43: PSC ATM in Sharaf Rashidov District Jizzakh Region
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Activity 1 — Current state assessment of PSD and international benchmarking

Figure 44: Self-service machine (where card for payment can be placed and invoice is printed)

option to make payments using & option to make payments using .
any UZCard and print the invoice any UZCard and print the invoice |

Figure 45: Desktop for self-service

Desktop for self-service of end
users in receiving the service

124

Final Report
Document classification — KPMG Confidential



Activity 1 — Current state assessment of PSD and international benchmarking

Figure 46: Mobile vans near the PSC

DLEVLITTA R PETTe

—  Mobile vans (Mobile PSCs)are
;f available for regular visits

BES8 omp for the disabled at the
: entrance
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Activity 1 — Current state assessment of PSD and international benchmarking

Figure 48: PSC entrance in Akaltyn District in Sirdarya Region

Unavailability oframp for the
disabled at the entrance

O
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—
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Activity 1 — Current state assessment of PSD and international benchmarking

Figure 50: High positioning of the counters posing an accessibility concern for the disabled

' High rise counters leading to poor
accessibility of the disabled

Figure 51: Lavatories in PSC
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Activity 1 — Current state assessment of PSD and international benchmarking

Figure 52: Chilanzar District PSC — Checkout-queue

|

Long lines to make payment for
the service

Figure 53: Chilanzar District PSC — Queue observed even after designated working hours post 6 PM

There are end-users after
ending working hours

a4
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Activity 1 — Current state assessment of PSD and international benchmarking

Figure 54: Yunusabad District PSC —Queue

A466

CTpoutenbcTBO

Mepen samn B ouepanw/'ﬂ

there are 51 peoplein a line for
applying service

2020-12-15
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Activity 1 — Current state assessment of PSD and international benchmarking

8.5 Evidences for current state assessment of processes

Figure 56: Passport of the services - The commissioning of facility completed by construction

(reconstruction)
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Activity 1 — Current state assessment of PSD and international benchmarking

012031 Merouns 8 P BEms [P Py | HaNAR 8 LoDy mEm L ol
9, MHH naapan-of opraHnIaLme (RO mamiesan )

10, OpHIITECKR A00eC NOADANH0R ODTEMMIBLIA (NPK HENH ),

CroEt GEAISNEN YEIyTiH

MNaaroTossa NpoesTa ACTA NpHEaLE B 3LCNTyaTauwmo ofisesTa w nonTeepxaneswe e ceoed JLUM e
Teuerne 5 paboaom gren

Ipanoroe ocnonANRE OKLIAMES YCIVIN

MNocrarcansne Kabusera Musmctpos PecnyBinue Yabeosctas or 18 maa 2018 raga Ne 370 <08
YTBEQEISHAW HELOTODE ALNHACTDETHEHDIE DEMNAMEHTOR (MRS MDCYIADC TBEHHEE YLIYT B
CPERE APOTONTY DA W CTPOWTENLCTRA

CToMMocTh VeTyrm
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Activity 1 — Current state assessment of PSD and international benchmarking

Figure 57: Rejection notice from PSA

O'zbekiston Respublikasi
Davlat solig go‘'mitasi
huzuridagi Kadastr agentligi

’y MY.8OV.UZ

Yagona Interaktiv
Davlat Xizmatlari Portali

Ne 8202-8360-0698-5fa4-2d68-3728-1887 Hujjat berilgan: "GLOBAL BUILDING MACHINERY" mas'uliyati
Hujjat yaratilingan sana: 2021-01-19 cheklangan jamiyati
Ariza ragami: 26655388 Qabul giluvchining identifikatsiya ragami: 303496694

Rad etilish hagida xabarnoma

Takaum aTunraH xyxokatnapga HOTYFpM, Kapama-kapluu éxku  ByaunraH  mabnymornap
MaBXyanuru, apmaa HoTyrpu robopunrat (ep MainoHwu)

Davlat kadastrlari, geodeziya va kartografiya milliy markazi

Mazkur hujjat Vazirlar Mahkamasining 2017 yil 15 sentyabrdagi 728-son garori bilan tasdiglangan
O'zbekiston Respublikasi Yagona interaktiv davlat xizmatlari portali to'g'risidagi nizomga muvofig
shakllantiriigan elektron hujjatning nusxasi hisoblanadi. Elektron hujjatning nusxasida ko'rsatiigan
ma'lumotiar to'g'riligini tekshirish uchun repo.gov.uz veb-saytiga o'ting va elektron hujjatning noyob
ragamini  kiriting yoki mobil telefon yordamida QR-kodni skaner giling. Digqgat! %/azirlar
Mahkamasining 2017 yil 15 sentyabrdagi 728-son garoriga muvofiq elektron hujjatlardagi ma'lumotlar
gonuniy hisoblanadi. Davlat organlariga Yagona portalda shakllantiriigan elektron hujjattarning
nusxalarini gabul gilishni rad etishlari gat'iyan tagiglangan.

1250]°
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Activity 1 — Current state assessment of PSD and international benchmarking

Figure 58: Rejection notice from portal (my.gov.uz)

Y36eKucToH Pecnybnukacu Ep pecypcnapw, reogesus, kaptorpadwsa sa agaenar
KafacTpu NaBnaT KyMUTacK

TOWKEHT BUNOATYW, 3aHIrMoTa TyMaHn Ep Ty3WW Ba KY4Mac MY/IK KagacTpu aaenat
KOpXoHacK

«21.01.2021» Ne26776079

TowKeHT BUNOATH, 3aHruoTa TyMaHu
[lagnat xu3MaTnapw Mapxa3ura

X ABAPHOMA

CH3HUHI TOLWKEeHT BUNOATK, 3aHrMOTa TyMaHu, YpTaosyn CCI, M'yniop MCT,
aom H\cna woinawrad 11:04:02:01:01:0031 kapacTp pakamu ocTUOArM KY4Mac
Mynk obsexkTuHu GylopTMadM HoMUra faBnaT pydxaTufiad yTeasuw 6yAnva
21.01.2021 wwnpa xyHatrad 26776079-coHnn BylOpTMaHrvi kyawgaru
acocnapra Kypa pag 3TUAraHuHW MasayM Kunamus:

= ABBanry KaMuYMNUKNapHu yy4 Mw kyHu mobamuupa Gaprapad
ITHAMAraHAnru

KywuMya masnymoTnap
MaH3wun xato

Ywby xabapHoma 3NeKTPoH pakamau uM3ocu BMnaH TaCOMKNAHTaH INeKTPOoH
xat kKypuHuwaa Mapkasra, GylopTMasMra KaiTapuw y4yH bopunMoKaa.

®uanan paxbapwn

Waposs: ELYORJON XAYOTIONCVICH

+G9B09R03069F
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Activity 1 — Current state assessment of PSD and international benchmarking

Figure 59: Application of State registration of rights to real estate (step 4 — Documents attachment on
5 mb only)

Monaya 3aneNeHnA Ha roCyAapCTBEHHYIC PEriCTpauvio Npas Ha 00beKThl HeQBMHMMOCTH
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Figure 60: Uzbekistan Internet Use Overview
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Activity 1 — Current state assessment of PSD and international benchmarking

b.
Global Speeds January 2021

il Mabile = Fixed Broadband

Global Average Global Average

| Download G‘:;I Upload (%) Latency (L.f'l Download IE:I Upload 1:5_']' Latency
46.74 12.49 37 96.98 51.28 20
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11 N | Denmark 7391 5 #1 Denmark 190,32
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Source: https://mww.speedtest.net/global-index
Figure 61: Beeline 4G Network Coverage Map
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Activity 1 — Current state assessment of PSD and international benchmarking

Figure 62: Uztelecom Network Coverage Map

B ronoc u uHTepHeT 2G

B ronoc v uHTepHeT 3G

B 4G

Nukus
o

Gubadag
/" 5

Urganch

Darganata
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Figure 63: Ucell Network Coverage Map
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Table 23: Number of end users covered in 2019

Number of end users

Average daily

number of service Number of Number of covered by each
- Centers Branches y
recipients, end users Center, end user/day

Samarkand region 4,571 16 0 286
Fergana region 6,244 18 0 347
Kashkadarya region 4,094 15 0 273
Andijan region 4,207 16 0 263
Tashkent region 4,423 22 0 201
Tashkent 3,141 11 0 286
Namangan region 4,577 12 0 381
Surkhandarya region 3,717 14 0 266
Bukhara region 2,988 13 0 230
Karakalpakstan 3,403 17 2 200
Khorezm region 3,485 12 0 290
Jizzakh region 1,979 13 0 152

Navoi region 1,561 11 0 142
Sirdarya region 1,569 11 0 143

Source: number of services for 7 month from PSA
number of population - https://xs.uz/rupostnaselenie-uzbekistana-vyroslo-uvelichilos-chislo-oblastej-millionnikov,
https://stat.uz/ru/ofitsialnaya- statistika/demography
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Figure 64: Letter on employees of public service centers

0'ZBEKISTON RESPUBLIKASI
QURILISH VAZIRLIGI
HUZURIDAGI QURILISH
SOHASIDA NAZORAT
INSPEKSIYASI

HHCNEKIIHA TTO KOHTPOJTH
B COEPE CTPOHTEJILCTBA NMPH
MHHUCTEPCTBE CTPOHTEJIBCTBA
PECITYBVIHKH Y3bEKHCTAH

[O0a1L] f‘? fikent shakri, Abay ko'chasi, G-uy, Tel: 711 200-11-04 fusxu 102]), 244-07-24, Faks: 244-07-24
I‘I
Fl.

Xypwaran [

Xabi IPHOMAQ  IAKIHHHE  MabIyMO1ap Onaan TY/LIHpHIL  JlaBpH Jasnai
XHIMATIApH MAapKazlapHHHHI ManCyl XOOUMIapH TOMOHHIA XATOJHKTIapra h.'j.l; Hy.
KYAHIMOKA.

Macanan, Towkent waxap Kypuasin coxacwaard  XyyAuwit  Hasopai
micnexkuwnscura 2020 iina 7 oit napommaa 484-ta Kypuanum-monrax minaapuus Souwnan
rfrpucuna xabaprnoma wxenub tymran 6%aca, mManMmypuil peraamentHumr 2-paosacH
Omnan tacauriadrad xaGapHoma waknuuuar 11-6ana “Hazopar opraniapn Ba Macoy
XOAWMIap TYIpHCHIA MALIVYMOT KVpcaTiiral XaJABaJHHNT 5-4H VCTVHHIA YMYMaH
MaLAYMOTAap kupuTiasmaran. Konasepca 166-ta xaGapHomanap Typau xaronsap OGuias
IYUIHPHITEH

Hyn kyibunran xatoamknap oxkuatuna, Kypuamm coxacuaarn OylopTMaumiap
TOMOHMAAH WIUra xanld KHIHHAETTaH MYTAXAcCHCIApHHHT MAabJIYMOTH Ba MAlakacl
mapxysm Oyaud Koamowaa, Oy aca PecnyOuamka MuKHécHla amaira oliMpiiaétTrau
KYPHIHIU-MOHTK HULIAPHTA TYEPHAAH-TYIPH CalIONI TABCHPHHK KYPCATMOKILA

R M XaToamx TYAIMpI

\r-|;-|..|.. D 40 mapoxaa
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Activity 1 — Current state assessment of PSD and international benchmarking

8.6 Detailed analysis of the trends in public services

Table 24: Analysis of institutional environment and global development trends in public services in Denmark, South Korea and Kazakhstan

Criteria

Goals &
Objectives

borger.dk (citizen.dk / virk.dk)

Denmark

The government focuses on creating a
central ICT infrastructure that links the
national government agencies, local
government and municipalities to
common services and a range of
initiatives, projects and solutions such as
digital infrastructure, data reuse, data
security, digital welfare and digita
business solutions.

The Digital Strategy for 2011-2015

resulted in:

1. Digital Post for citizens and
businesses, that more than 100
digital self-service solutions became
mandatory to use,

2. the launch of nationwide
implementation of telemedicine and
welfare technologies,

3. the establishment of the Basic Data
Programme, etc.

The Digital Strategy 2016-2020
contained 33 specific initiatives which,

International Organisations
gov.kr

South Korea

National e-government strategies are
adopted every five years and are
supported by sectoral development
plans. The government developed the
“e-Government Master Plan 2020” to
address the challenges that come from a
constantly evolving e-government
environment.

The plan consists of five strategies:

1. Developing all-digital government
service

2. Reforming public administration
based on intelligent information

3. Creating more digital friendly
industries

4. Building a hyper connected e-
government platform

5. Taking alead in the global e-
government order.

egov.kz

Kazakhstan

The creation of e-government was
necessary in orderto make the work of
government bodies more efficient, open
and accessible to citizens.

E-government is a single mechanism of
interaction between the state and citizens,
as well as state bodies with each other,
ensuring their consistency with the help of
information technologies

The corporation's strategy is aimed at the
following:
1. Development of competencies of
employees of the State Corporation
2. Values of SANA (code of corporate
culture):
—  S-SENIM (trust)
— A-ASHYQTYQ (openness)
- N-NATWE (result)
— A-ABYROI (dignity)
3. Implementation of the "Happy
Customer Concept”
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Criteria

Activity 1 — Current state assessment of PSD and international benchmarking

borger.dk (citizen.dk / virk.dk)

Denmark

International Organisations
gov.kr

South Korea

egov.kz

Kazakhstan

together, lay the foundation for public
sector digitisation in the years to come.

The three objectives of this strategy are

to:

1. implement public digital services that
are easy to use and are of high
quality;

2. implement digital services that
provide a solid framework forgrowth;

3. keep trust and security at the centre
of the development of new digital
solutions.

Services &
processes

Through citizen.dk (borger) portal the
citizens have access to more than 2000
self-services such as taxes, healthcare,
finance and real estate. It is a single
sign-on solution, enabling citizens to
access and receive services and
information from different public sector
agencies without having to log in several
times.

This was enabled through the provision
fora ‘NemID’ code card to each citizen.

Government 24%9: (Gov.kr) is Korea’s
e-government Public Service Portal,
providing 24-hour online services to
every citizen anytime, anywhere. It aims
to provide various online services
including information on civil affairs,
application and issuance of civil affairs
documents without having to visit
administrative offices. With over one
million foreign residents and multicultural
families (approx. population 180,000)

The State Corporation (the non-profit
joint-stock company “State Corporation
Government for Citizens) is a single
provider engaged in the provision of
public services to individuals and (or)
legal entities on the principle of "one
window".

E-government projects include:
— the IP "E-Akimat",

— IP "E-Notary",

— SDB"Individuals",

% https:/Awww.gov.kr/portal/govEng#

KPMG
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borger.dk (citizen.dk / virk.dk)

Denmark

It provides a one-time codeforcitizens to
access various public digital services.

In 2018, a mobile application of the
NemID was launched, to enable citizens
access public  services  through
smartphones and tablets. However, the
NemID is expected to be replaced by a
new digital identity solution, MitID, by
2021. The new digital identity system is
being developed to address the rising
cybersecurity and privacy concerns and
improve the user experience.

Provision of services to citizens with
limited/no access to internet

Between 2011 and 2015, the Danish
government passed various legislations
that mandated digital self-service,
managed either by local municipalities or
the central government.

However, the government expected
these legislations to create an issue for
citizens who do not have access to
internet  and digital communication
services. As part of these legislations,
they highlighted that if a citizen is unable
to access the digital services offered by

International Organisations

gov.kr

South Korea

living in Korea, multilingual application
forms for specific services are offered,
taking an inclusive approach to providing
more convenient administrative services
to a wide range of customers.
Government 24 website also provides
one-stop service, which is convenient for
applying by integrating related services
by subject at once.

Government 24 provides more than
90,000 services of central administrative
agencies, public institutions, and local
governments in one place as well as
more than 87,000 News, Reports, &
Publications. Among them, 1,300 types
of services provided by other
organizations, including civil affairs such
as a copy of resident registration and
land register, can be applied, inquired,
and issued directly from the
Government 24.

egov.kz

Kazakhstan

— SDB "Legal Entities",

— SDB "Real Estate Register",

— the Unified System of electronic
document management of state
bodies,

— the Integrated IP "PSC",

— IS SDB “E-licensing”,

— the Intranet portal of state bodies,

— the gateway and payment gateway of
e-government,

— the information system" Mobile
Government",

— chatbots in Telegram, Facebook and
Vkontakte, and others.

Information system “E-licensing” was
created in order to automate the licensing
processes and provide an effective,
transparent mechanism for interaction
between state bodies-licensors and the
business community. The implementation
of the project was carried out in two
stages, for 7 years.

Unified notary information system "E-
notary" is designed to improve control
over notarial activities and optimise the
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borger.dk (citizen.dk / virk.dk)

Denmark

International Organisations

gov.kr

South Korea

egov.kz

Kazakhstan

an authority, they must contact the
relevant authority for guidance on how to
access these services.

Further, the government organized
country-wide campaigns and outreach
programs focused specifically on
population groups who may have
difficulty in accessing online digital
services.

As of August 2018, 91% of the Danish
citizens could access online digital
services, which was higher than the
government’s anticipated figure of 80%.

Application through digital channels:
1. Pension —95%

2. Education-97%

3. Maternity benefits — 100%

Portal includes Korean Government
Services, Minwon70 Services, Policy
Information:

1. Korean Government Services
consolidates 70,000 different types
of government services available to
the public and classifies them into
12 categories. Korean Government
Services provides customized
services in a variety of ways that
are tailored to each individual
citizen’s life.

2. Minwon’! Services provides
access to information on the
competent authorities, required
documents, fees, processing
deadlines, related laws and
regulations for over 5,000 types of
Civil petition online anytime,
anywhere without physically visiting
government agencies. Also, more
than 300 of these services accept
applications through mobile
platforms.

work of notaries. The system involves the
registration of notarial actions in the
electronic register, and also benefits all
participants in legal transactions. E-
Notary allows notaries to verify the
authenticity of documents, obtain dataon
real estate, keep records of inheritance
cases and wills, receive electronic
certificates from the e-government portal
and verify the authenticity of power of
attorney. Citizens, when applying to a
notary in this case, can be sure of the
reliability of the data, the legitimacy and
legality of the transaction.
Open Government started in 2013 and
its components are:
— opendata in 2014,
— openlaws and regulations in 2014,
— opendialogue in 2015,
— openbudgets in 2015,
— evaluation of the effectiveness of
government agencies in 2017.

03 service citizen requested' in Korean
™ 'a service citizen requested' in Korean
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Criteria

borger.dk (citizen.dk / virk.dk)

Denmark

International Organisations
gov.kr

South Korea

egov.kz

Kazakhstan

3. Policy Information gives access to
important news and policy
information from government
institutions including the central
government, local governments,
public institutions, in addition to
policy, data, research reports, laws
and statistical information.

The government formulated a smart e-
government plan in 2011 to transform
computer-based e-governance into
mobile-based e-governance. The aim
was to enable citizens to access public
services. As part of this, the government
established a web-based portal
(m.korea.go.kr) specifically to be used
through mobile devices.

"Mobile application eGov Mobile"
aimed at providing public services through
a mobile device and create an additional
and effective channel of interaction of the
population with government to achieve
sustainable social development. Main
components of the system include:
"SMS gateway" provides receiving
and sending SMS messages to
citizens provide public services in a
short free room "1414".

— "Mobile citizens" (BMG) is intended
foraccumulation and storage of
personal information about the user of
the electronic government.

Chat-bots in Telegram, Facebook and
Vkontakte are virtual consultants based
on artificial intelligence to automate the
most frequently requested public services
by providing the necessary information
from the ECC knowledge base, as well as
a link to the sections of the site. Chatbots
operate onthe egov.kz, 1414 .kz, as well
as in the messengers where services can
also be received.

Final Report

Document classification — KPMG Confidential

143




Activity 1 — Current state assessment of PSD and international benchmarking

International Organisations

Criteria borger.dk (citizen.dk / virk.dk) gov.kr egov.kz

Denmark South Korea Kazakhstan

Smart Bridge project is a simplified
process of integration between the
information systems of public authorities
and the private sector. The purpose of the
"Smart Bridge" project is simplification of
organizational procedures forintegration,
interaction of government agencies with
business and development of a
competitive environment (within the
framework of the "Showcase of Services"
platform of the "Smart Bridge" project).

1. Government — Ministry of Finance 1. Government — Ministry of the 1. Government —the Government of
Agency for Digitisation (regulatory Interior and Safety the Republic of Kazakhstan,
and mandated body) 2. National Information Resources represented by the State Property
2. Management Committee of Service (NIRS) and Privatization Committee of the
Danish regions and LGDK (5 . . Ministry of Finance of the Republic
Key regions and 98 municipalities) The Ministry of the Interior and Safety of Kazakhstan

3 | stakeholders & | 3. Industry and civic groups — .(MOIS).iS respo.ns.ibleforgoye.rnment
partners private industry and civic society innovation, administrative efficiency and
e-government. Ministry has following

objectives 2

2. The Ministry of Digital
Development, Innovation and

Denmark’s Ministry of Finance has an Aerospace Industry of the Republic

agency known as the Agency for of Kazakhstan is the body exercising
Digitisation that is responsible forthe | 1. Designand deliver digital services the right to own and use the state
development of the government’s digital for the benefit of citizens block of shares of the non-profit joint

policy and implementation of digital

2 hitps:/Awww.mois.go.krfeng/sub/a03/EGovemment/screen.do
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borger.dk (citizen.dk / virk.dk)

Denmark

International Organisations

gov.kr

South Korea

egov.kz

Kazakhstan

services in the public sector. Through
this Agency, Denmark is actively
connected to citizens with regards to the
implementation of the common public
sector Digital Strategy.

2. Innovate and optimize public
administration

3. Ensure security, robustness, and
reliability of digital services

4. Protect personal information and
privacy

5. Promote sharing and utilizing public
data

6. Enhance interoperability

7. Prevent potential duplicationin
government investment

stock company "State Corporation
"Government for Citizens"

4 Infrastructure

Basic Data Registers are Available on
the Data Distributor Platform. The
Data Distribution Platform is the
distribution channel that makes basic
data from several authorities accessible
in the same place.

The guides provide citizens with an
overview of what they need to know and
understand regarding their life event and
give them a collection of relevant links to
i.e. public services and self-service
solutions.

The e-government Standard
Framework (“eGovFrame”) isa
platform-specific standardised
development framework for public sector
IT projects. 73 It has these objectives:

1. toincrease the quality of e-
government services,

2. the efficiency of IT investment

3. the standardisation and the
reusability of application through
establishing and applying the
development framework standard.

The State Corporation currently provides
more than 83% of public services from the
general Register of Public Services. It
provides services using mobile PSC for
residents of remote areas, through rural
post offices, as well as home visits for
people with disabilities.

The State Corporation was created using
international experience of Canada. In
Canada, a single Service provider
operates on the principle of afull cycle of
public services, providing for the

"8 hitps:/Avww.egovirame.go.kr/uss/eng/Egovintro.do
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borger.dk (citizen.dk / virk.dk)

Denmark

International Organisations

gov.kr

South Korea

egov.kz

Kazakhstan

First launched in January 2007, the
Citizen portal (or the English language
citizens portal for foreigners living in
Denmark) is a single Internet entry point
to the public sector’s information and
eServices to citizens, regardless of the
origin of the public authority.

My Page is the citizens’ personal page
on the portal. Here, citizens can log in
using their NemID (elD solution) and
have access to some of the information
on them held by the public authorities.
For example, information on tax,
pensions, health, student grants or
housing can be found.

The business portal virk.dk is the
common public eService channel for
businesses, allowing them to handle
their reporting obligations towards the
public sector. The overall objective of
virk.dk is to relieve Danish businesses
from administrative burdens and to
provide a single entrance to the public
sector. virk.dk delivers several fully
digital solutions for the benefit of
businesses and the administration,

The standardisation of e-government

Framework:

1. eliminates the technical dependency
on vendor's proprietary development
framework,

2. promotes the standardisation,

3. increases the quality and reusability,
of application,

4. increases the investment efficiency
through the unification of
development framework
maintenance.

“e-People” program is a representative
pan-governmental online communication
window, enabling convenient online
processing of civil complaints,

suggestions, reports, policy debates, etc.

It addresses people's complaints against
government agencies and encourages
people to participate in governance to
improve policies.

“Petition to the President -
president.go.kr” People can submit a
petition directly to the website of the
President’s office.

reception, processing and issuance of
documents by the provider itself.

The State Corporation accepts
applications and issues results for 621
state services of the Register of State
Services. It provides a full cycle of "front-
back office" services.

Advantages of providing full-cycle

services:

— control over the quality of public
services improvement,

— business processes optimisation,

— administrative barriers reduction,

— no burden onthe state budget.

The next step will be the development of
"omnichannel", ensuring uninterrupted
access of the applicant to services and is
aimed at integrating all data into a single
stream.

In order to create a unified infrastructure
of the State Corporation and optimize
costs, it is planned to create a single
territorial branch of the State Corporation
in the regions.
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borger.dk (citizen.dk / virk.dk)

Denmark

International Organisations
gov.kr

South Korea

egov.kz

Kazakhstan

regardless of the competent
administrative body. The portal contains
more than 1,000 eForms. In 2018 there

was a total of 27 million user sessions at
virk.dk.

Real property portal contains articles,
step-by-step guides, tools and
documents designed to make it easier
and more secure for users to sell or buy
homes.

The website IT-formidler.dk was
created to support the many initiatives
around the country aimed at improving
Danish IT skills. This web site primarily
aims at giving the opportunity to every
teacher in the country to share
experiences, produce educational
materials and retrieve teaching
modules.

The Agency for Digitisation has
launched a service in October 2017,
from where it is possible for the public to
see the operational status ‘live’ on all
common public sector digital services.
The operational status service covers
the following public key services:

Korea ON-line E-Procurement System
(KONEPS) a nationwide web-based
procurement system, dealing with whole
procurement process including
acquisition of all the information on the
national procurement projects,
procurement request, bids, contracting
and payment for public organisations
and private firms registered with
KONEPS. All the public procurement
information is open on Internet Site.

“KIPOnet” program is an electronic
patent administration system that takes
care of all the patent processes including
application, inquiry, examination and
registration.

The government also launched
“Hometax” program, which is an
electronic national tax system that
allows online processing of tax affairs,
without visiting tax offices or bank. Its
mobile version “Mobile Hometax”
allows citizens and businesses to
undertake various tax-related services
such as income tax and value added tax

Considering international experience, the
issues of placement of service providers
providing the most popular public and
related services together with the front
office of the State Corporation will be
worked out. This will make it possible to
provide public services in a full cycle and
with a minimum period of time.

"Unified State Real Estate Cadastre"
(USREC) project provides the state and
the population with complete and up-to-
date information about land plots,
buildings and structures, communications
and their main characteristics. Its creation
will ensure the integrity of the database,
the completeness and reliability of
information, prompt update of information,
eliminate corruption risks, reduce the
costs of citizens and businesses when
registering real estate rights, and also
allow Kazakhstan to increase its level in
the World Bank's Doing Business rating.
The implementation of the USREC is
planned to be completed by 2021. In
accordance with the State Program
"Digital Kazakhstan", as part of the
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borger.dk (citizen.dk / virk.dk)

Denmark

International Organisations
gov.kr

South Korea

egov.kz

Kazakhstan

the Single-Sign-In solution
NemLogin;

the elD/digital sighature solution
NemID;

national citizen portal borger.dk;
the eCommerce register solution
NemHandel;

the bank account register for public
sector transfers NemKonto;
the mandatory digital letter box,
Digital Post, for communicating
with public authorities.

filing, issuance of tax-related
certificates, checking the payment
status of taxes, e-business registration
etc.

“Bokjiro” program provides information
on welfare services, such as child
allowance, education welfare priority
support, etc.

“UNI-PASS (CUPIA)" (Customs UNI-
PASS International Agency) is an
expert group that focuses on
development & operation of e-customs
and single window systems as well as
providing customs modernization
consulting services to customs
authorities around the world for more
than a decade. CUPIA is the Korea's
national e-customs system which is
currently connected to 27 trade related
government agencies, 169 different
government organizations and over
260,000 trade related companies via the
Single Window system and safest
systems among the 180 WCO member
states, and CUPIA has successfully

application of newtechnologies, the
possibility of using blockchain technology
in the creation of the USREC will be
considered.
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borger.dk (citizen.dk / virk.dk)

Denmark

International Organisations
gov.kr

South Korea

egov.kz

Kazakhstan

implemented its sister systems in various
other countries.

IT KPIs

User Centricity

Digital Signatures: NemlID, Denmark’s
digital signature service provides
citizens with easy and safe access to
eServices. NemID has over 70% of the
Danish population connecting to digital
services safely and securely. Currently,
approximately 4.7 million Danish
citizens use NemID and more than 55
million transactions currently take place
on a monthly basis.

NemID has evolved as a new solution
known as MitlID is currently being
developed. This is an opportunity to
build upon the framework by which
millions of Danish citizens access
services online. One of the central
needs in the development of MitID will
be to pullin better digital solutions for
businesses in the private sector, so that
Denmark can have a more inclusive and
holistic framework for digital services
that includes both the public and private
sector.

User Centricity & Transparency

Al-based Chatbot for citizens: citizens
can request and receive necessary
information and notifications from the
government agencies through a
messenger app or Al speakers of their
choice without having to visit the
government portal (Qov.kr).

Gov.kr provides tailored information for
each citizen and one-stop life cycle
services, which has a mobile-based
service design. It is built onthe G-
Cloud.

Digital document and wallet: the
Korean citizens and residents can simply
store digital certificates issued on
GOV.KR portal or app in their own
“Digital Wallet” for verification or
submission without having to print and
submit them in person to a third-party
organization.

My Data: citizens can directly manage
their personal information held by
government agencies. It would allow the

User orientation, transparency &
maximum efficiency in providing
services to citizens

The State Corporation implements
performance management through
guantitative (management goals and
efficiency) and qualitative tools (a system
of professional, corporate and managerial
competencies). The implementation of the
SMART employee performance
assessment system to align strategic
objectives with the individual goals of
each department and employee. The
evaluation process focuses on providing
feedback about performance and
identifying ways for development and
improvement.

Strategic direction 1 - a single provider
of public services.
KPIs:

1. The level of satisfaction with the
quality of services, %
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borger.dk (citizen.dk / virk.dk)

Denmark

Transparency:

The Danish government provides the all
information to its citizens about the
development of digital service delivery,
the security of personal data. 7

Digital enablers:

There are key enablers that exist within

this category and indicate the health of

an e-government:

1. Identification (elD),

2. electronic documents
(eDocuments),

3. Authoritative Sources,

4. Digital Post.

Digital Post refers to “the possibility
that governments communicate
electronically-only with citizens or
entrepreneurs through digital mail
solutions”. The development and
implementation of adigital post box for
citizens and businesses to receive

International Organisations
gov.kr

South Korea

citizens to choose essential data to be
shared when applying for and receiving
government services, giving them control
over their own data.

On-Nara BPS (e-document system) is
the standard e-Document application for
government agencies, which enables
digital signature verification and forgery
prevention and unites 289 agencies.

Digital enablers:

Mobile ID: starting with the mobile ID for
the government officials, MOIS plans to
expand the service to other types of ID
including a driver's license. The citizens
will be able to enjoy government
services with the digital ID instead of the
current plastic ID.

The National Information Resources
Service (NIRS) is the world’s first pan-
governmental data center responsible for
integrating and managing the data and
information of central government
institutions. NIRS integrates, operates

egov.kz

Kazakhstan

2. Annual increase in income from
commercial activities (compared to
the previous year), %

Strategic direction 2 - transition to a

digital format for serving citizens and

businesses.

KPI:

1. Opening of Digital PSC

(transformation of front offices).

Strategic direction 3 - development of
the human capital

KPlIs:

1. Decrease staff turnover through the
introduction of material, non-material
incentives for employees, % of the
total number of employees

2. Employees who have completed
advanced training through the
development of professional and
personal-business competencies, %

Digital enablers:

" digital-growth-strategy-report_uk_web-2 pdf (em.dk)
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International Organisations
gov.kr
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egov.kz
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information from the government has
been mandatory since November 2014.

Citizen Portal: a single-entry point for
citizens to access information related to
the public sector, as well as eServices.
This portal allows citizens to manage
their communications with the public
sector and offers self-service on over
2,000 government-related services and
more than 4.9 million visits per month in
a population of 5.5 million people. This
is also where citizens can manage their
Digital Post.

Business Portal: an eService for
businesses to manage their reporting
obligations with the Danish government.
It relieves the confusion and
inconsistency that comes with accessing
government services as a business
online. The Business Portal also has a
dashboard which shows an overview of
report deadlines and task obligations

and manages 1,230 digital government
services linked to 45 central government
institutions and controlling about 45,000
government information resources,
including servers and storage,
consolidates and retrieves information
through the government-exclusive G-
Cloud to facilitate interdepartmental
information sharing and optimise
resource utilisation.

Indices:

1. Digital Public Services Index = 1 out
of 3378

2. OSI (Online Services Index) =1

3. TIl (Telecommunications
infrastructure index) = 0.9684

4. EGDI =0.956 (EGDI rank in 2020 -
#2- the best digital government)7®

Cybersecurity

NIRS protects government information
systems safely from various cyber
threats. Its in-house made multi-layered

The eGov mobile app can be logged
using digital signature or one-time
password8! and issue a digital signature
via the mobile app within several minutes
without visiting the branch.

Bind your existing digital signature to a 4-
digit PIN code and in-built biometrics of
your device (Face ID, Touch ID).

The following is displayed on the

homepage:

Brief instructions on how to work with the

app. The instructions are presented as

stories, familiar to users from social
media.

QR scanner:

— authorization and signing of services.

— payment.

— access to view third-party documents
in “Digital Documents”. A user can
provide access to his/her digital
documents in the “Digital

"8 Digital Government Index, OECD (pdf)

792020 UN E-Government Survey (Full Report).pdf
81 One-time password isan SMS-notification with verification code sentto a user's mobile device after submission of request. In orderto use aone-time password, a user should be registered in the

Mobile Citizens Database
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gov.kr
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egov.kz

Kazakhstan

related to the public sector. For citizens
looking to start a business, there is
information consolidated from over 16
different authorities on the Business
Portal with the most up-to-date business
regulations, as well as guidance on how
to start a new business in Denmark.
Currently, the Business Portal contains
over 1,000 eForms and has over 27
million user sessions.

Indices:

1. Digital Public Services Index = 4 out
of 337

2. OSI (Online Services Index) =
0.9706

3. TIl (Telecommunications
infrastructure index) = 0.9979

4. EGDI =0.9758 (EGDI rank in 2020 -
#1 the best digital government) 76

Details on the digital services
improvements are provided inthe Figure

intelligent cyber security management
system does not allow any type of cyber-
attack including hacking, DDoS and
malware to defeat systems and supports
to provide safe e-government services
stably. Furthermore, enhanced
cooperative scheme with relative
agencies has been strengthened for
prompt recovery when infringement
occur. It created nSIMS (national
security & Information Management
System) to correct and analyse logs
assisted by big data-based system and
obtained GISMS certification®°,

Documents”, by clicking “Open
Access” button, afterwards a unique
QR codeis generated available for
one-time scanning by a third party.
The “Popular Services” section
presents the most searched services.

In the “ Service Catalogue” section,
services are grouped according to the
respective categories. In the “Request
History” section, a request status as well
as service delivery result can be viewed
or saved.

“Services” section:

1. “Digital Documents” is a service for
storing personal electronic documents
in the eGov Mobile app. The service
also provides a capability for a citizen
to grant third parties access to
documents upon their consent.

2. “Electronic labour exchange” is a
single digital platform for employment

S https://en.digst.dk/news/news-archive/2020/october/denmark-among-the-best-countries-to-provide-digital-public-services-according-to-oecd/
76 2020 UN E-Government Survey (Full Report).pdf
8 hitp://www.nirs.go.kr/eng/key/key_02.jsp
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66: Digital Public Administration
Indicators in Denmark.

Cybersecurity

Since 2016, the Danish government
authorities have had an obligation to
comply with the requirements of the
international security standard
1SO27001, which sets out best practice
forinformation security management.

'NemID' (EasyID), the new digital
signature, provides easy and safe
access to a wide range of public and
private self-service solutions on the
web, including eBanking, real estate,
insurance and pension funds services.

NemLog-in' is a login and single sign-
on solution established under the
auspices of the common public user
management, to make the digital
Denmark safer and provide better
services for citizens.

The new digital identity verification
solution (MitID) would enable financial
services companies to offer services to
customers 24/7, as it would allow
customers to authenticate themselves

that provides a capability searching

forjob:

— create a CV, getinvitations to
interview from employers,
respond to a job ordecline an
invitation;

— create a subscription for
vacancies based on the specified
parameters and receive e-mail
notifications.

— pass a career guidance test to
determine the professions that
appeal the most.

“Health passport” enables getting a

clinical document that stores

structured information about a

patient's health status, as well as data

on registration at a medical
organization, dispensary registration,
laboratory examinations results and

so on with capability of downloading a

document to “Health” program for

iOS.

“Pension calculator” enables

calculating the estimated amount of

future pension payments.
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borger.dk (citizen.dk / virk.dk)

Denmark

online, through the app. As a result,
banks and other institutions would
require less bank branches to serve the
customers. Therefore, the MitID solution
is expected to help these companies
save nearly EUR 25-50 million
annually.””

International Organisations
gov.kr

South Korea

egov.kz

Kazakhstan

In the "Notifications" section, you can
view all the notifications related to status
updates on services as well as
informational messages.

The “Profile” section displays personal
information from various state databases
about family, personal documents, social
status, information on participationin a
legal entity, information about vehicle and
real estate, etc. and information about the
validity period of digital signature.

In “My Cards” section, you can link a
payment card to pay for state duties.

Indices:

1. The Network Readiness Index in
2020 = 39 out of 139 countries (55 in
2012) 8 is the best among the CIS
countries
—  World economic forum (WEF)

Index of readiness in 2020 = 39
— World economic forum (WEF)
Index use in 2020 = 44

" The Danish Govemment presents 'Digital Growth Strategy' (investindk.com)

82 World Economic Forum(WEF) report, July 2016: The Network Readiness Index determines the level of development of information and communication technologies (ICTs) in a country and consists
of 54 indicatorsthat reflect the contribution of ICTs to the economy and the readiness of national economiesto use these technologies
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egov.kz
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2. UN World Ranking-E-Government
Development Index (EGDI) in 2020 —
0.8375 (29)83

3. UN World Ranking-E — Participation
Index (EPI) in 2020 - Very high EPI
level (0.75 to 1.00).

Cybersecurity

"CYBERSHIELD” is a concept designed
to achieve and maintain the level of
protection of electronic information
resources, information systems and
information and communication
infrastructure from external and internal
threats, ensuring the sustainable
development.

Personal data Protection (Data
Protection Agency) governed by the
General Data Protection Regulation
(regulations on the processing of personal
data) a law of direct effect in the 28
countries of the European Union.

—  40th place of Kazakhstan in the
global cybersecurity,

85 2020 UN E-Government Survey (Full Report).pdf

KPMG

Final Report
Document classification — KPMG Confidential

155


https://publicadministration.un.org/egovkb/Portals/egovkb/Documents/un/2020-Survey/2020%20UN%20E-Government%20Survey%20(Full%20Report).pdf

Activity 1 — Current state assessment of PSD and international benchmarking

International Organisations

Criteria borger.dk (citizen.dk / virk.dk) gov.kr egov.kz

Denmark South Korea Kazakhstan

73% of public awareness of

cybersecurity threats,

—  46% availability of employees inthe
field of information security,

— 7 operational information security
Centers,

— 3 computerIncident response

services (FIRST).

156

Final Report
Document classification — KPMG Confidential



Activity 1 — Current state assessment of PSD and international benchmarking

Figure 65: Management structure of public services in Denmark

Ministry of Finance involved in the following steps: Strategy — Coordination — Implementation — Support

National eGovernment
POLICY/STRATEGY

Ministry of Fin:

v

e
A for Ministry of
Ministry of Business and Growth

Ministry of Economic Affairs and the Interior

COORDINATION
The Steering Committee for joint Government cooperation

IMPLEMENTATION

Agency for Digitization, Ministry of Finan

Government

partments and Agencies

SUPPORT
Agency for Governmental IT Services, Ministry of Finance

Ministries' Project Office, Ministry of Finance

AUDIT/ASSURANCE
National Audit Office of Denmark

DATA PROTECTION

Danish Data Protection Agency

The Steering C: for joint
negotiations between central 2nd local gavernment and the digital strategy.

Source: KPMG analysis, Agency for Digitisation

The Ministry of Finance is the main initiator of strategies, initiatives and policies related to eGovernment in
Denmark. The shaping of strategies is based upon the idea that the public sector must constanfly develop and
improve work procedures and methods fo deliver the best possible quality of services provided

A catalyst for the setting of the strategy is the Agency for Digitisation, which is rooted in the Ministry of Finance.
The Agency was set up in November 2011, after the merger of the National IT and Telecom Agency and the Agency
for Governmental Management, to further consolidate and strengthen ICT enabled efficiency and effectiveness of the
public sector. The Agency's main responsibility is to confribute to the accomplishment of the political vision, the
strategy and the understanding and development of relevant technology.

The Ministry of Business and Growth is resp ible for telecomr regulation, the corporate IT strategy in
Denmark. Through the lafter initiative, it promotes further cooperation among corporations in the IT area, and
reinforcing relevant services for businesses and other authorities. This takes place in coordination with the Ministry
of Finance, and the Ministry of Economic Affairs and the Interior

The Ministry of Economic Affairs and the Interior performs tasks regarding IT modernisation and digitisation-
related issues, in combination with the two Ministries mentioned above

Agency for Digitisation gathers strong strategic, professional and technical competences within one single
organisation. This facilitates one of its main roles which are to assume the responsibility fo run eGovernment strategy
and policies from concept o output. Therefore, the Agency coordinates efforts and relevant actors fo ensure the
benefits of realisation of the eGovernment strategy. The Agency is the hub of the tasks and responsibilities of the old
Digital Taskforce. It coordinates the work and acts as the secretariat for the Steering eGovernment in Denmark

Committee for joint Government cooperation (STS) coordinates the national eGovernment Strategy and the
Steering Committee for the eGovernment Strategy, the committee consists of stakeholders from all levels of
government. Agency for Governmental IT Services operates since January 2010 and is responsible for setting the
foundations for the further digitalisation of the cenfral government. The Agency is responsible for running efficient
administrative IT services and ensuring @ high and consistent IT service across central government. Therefore, the
main fasks include the development and harmonisation of IT policies among public bodies. Furthermore, Government
IT is responsible for all administrative tasks related to IT, IT infrastructure and a range of tasks related to the
operation, maintenance and user management of professional IT for eight ministries

(STS) consists of top representatives from central ministries. the municipalities and regions. The

mmittee performs prep: work for major palitical decisions, including the yearly economic

Figure 66: Digital Public Administration Indicators in Denmark

Percentage of individuals using the internet for interacting with

public authorities in Denmark

Percentage of individuals using the internet for obtaining
information from public authorities in Denmark
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Activity 1 — Current state assessment of PSD and international benchmarking

8.7 Strategic activities8*

Figure 67: Classification of levels

LEVEL NAME

TYPES OF DOCUMENTS FORM OF DOCUMENTS
International institutions’ programs — Programs of UNDP, EBRD, WB, ADB

Programs undertaken in CIS region — Programs of EEU

Country regulations Decrees of the President and the Cabinet

International

—P
’

National

Country programs Country-level programs

PSA’s internal documents PSA’'s work plan

8 Strategic activities that have medium and high impacts have been color coded accordingly
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Table 25: International activities

Program name

Activity 1 — Current state assessment of PSD and international benchmarking

Priorities/ Goals

Ranking by

importance

Explanation

KPMG
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UNDP: United Nations 1) Inclusive economic development, with a focus on employment Low
Development Assistance and social protection; o )
- - - - Priority areas do not affect neither
Framework (UNDAF) for 2) Quality health and education, to fully realize human potential; Low } i o )
1. . - - - public service provision nor social
2016 to 2020, aligned to the | 3) Environmental protection, to ensure sustainable development; Low seqments
national Action Strategy 4) Effective governance, to enhance public service delivery and the g
. . Low
2017 to 2021 protection of rights.
5) Enhancing competitiveness by strengthening the private sector’s
role in the economy;
Tracking indicators: Number of advisory clients reporting Low
increased productivity or turnover, Total number/volume of
MSME loans outstanding of PFIs (incl. WiB, LCY) etc.
2. EBRD: Uzbekistan Country 6) Promoting green energy and resource solutions across sectors; Do not affect neither public service
3. Strategy 2017-2021. Tracking indicators: Improved quality and efficiency of municipal Low provision nor social segments
and energy infrastructure etc.
7) Supporting increased regional and international cooperation and
integration.
. S . . Low
Tracking indicators: Improved/increased transport infrastructure
capacity etc.
WB: The World Bank is It supports the Government in
progressing with the implementing economic and
preparation of ) . . ) o institutional reforms; modernizing
. 1) The CPF will outline the assistance that the Bank will provide in . .
the Systematic Country ) . . the agriculture, health, education,
. . . the next five years to help the Government implement important . -
Diagnostic for Uzbekistan to _ . . Medium water supply and sanitation,
. social, economic, and institutional reforms. i
inform the development of a energy, transport, and social
new Country Partnership protection sectors; and
Framework (CPF) for FY22— promoting urban and rural
26. development.
159
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Activity 1 — Current state assessment of PSD and international benchmarking

Ranking by
importance

Program name Priorities/ Goals

Explanation

1) Area 1: Supporting private sector development;

Tracking indicators: Share of state-owned banks in total assets of

banks reduced to 70% by 2023 (2018 baseline: 84%), « At least five Low

public—private partnership projects reached financial closure by 2023

(2018 baseline: none) etc.

2) Area 2: Reducing economic and social disparities;

ADB: Country Partnership Trac!dng indicators: Share of women borrowers in rural. mortgage Prior.ity arez?ls do ngt.affect neith.er

4, Strategy (2019-2023) lending |nc.r¢.aased tg .at least .30% by 2023 (2017 ba.sellne: 23%), At Low public service provision nor social
least 10 million additional residents have access to improved rural segments

and urban infrastructure and services by 2023 (2018 baseline: not

available) etc.

3) Area 3: Promoting regional cooperation and integration.

Tracking indicators: Bilateral trade turnover of Uzbekistan with

neighbouring countries increased to $6,000 million 2023 (2018

baseline: $4,776 million) etc.

Low

Table 26: Regional activities

Ranking by

Program name Priorities/ Goals . Explanation
importance

1) Ensuring the strengthening of economic integration processes Low
and |r_1ternat|onal cooperat_lon i _ i Priority areas do not affect neither
2) C're.atln'g'f?l f.avourable environment for outside friction of regional Low public service provision nor social

EEU - Digital agenda 2025 digital initiatives segments

1. | Perspectives and 3) Creating a common digital infrastructure and digital platforms Low
Recommendations One of potential effects s
4) Digitalization of leading economic sectors of the economy and Medium improvement in the quality of state
union markets and interstate services provided to

citizens of the Union
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Activity 1 — Current state assessment of PSD and international benchmarking

Ranking by

Program name Priorities/ Goals Explanation

importance

1) There are no physicaldocumentsin the state other than a citizen's

. . High
identity card;

2) A ban on requesting information from citizens that is at the
disposal of the state, all the necessary documents are requested High
from electronic registers of authorities;

3) The principle of an integrated approach to solving life situations Hiah

of applicants through super services;

4) Minimizing the participation of officials in decision-making on the
provision of services, transferring services to online mode;

5) Omnichannel interaction using any user-friendly tools forapplying
for services (mobile devices, social networks, websites, banking High
applications, email);

6) Proactive provision of services based on changes in the status of
citizens in departmental registers;

7) Exclusionof papercarriers in the processes of rendering services,
interagency interaction and document flow between authorities.

The program “Digital Public
2. | Administration” of the
Russian Federation

Goal is fundamental principle for
High public service provision
development.

High

High

Table 27: National activities

Regulations / L Ranking b
g Priorities/ Goals ) g by
Program name importance
) first, the unconditional implementation in the field of public services of
Decree of the President of . e .
) : the noble idea "It is not the people who should serve the state bodies, )
the Republic of Uzbekistan . " . . : High
. but the state bodies must serve the people" by dramatically improving
on measures for reforming i . . i
i their quality, efficiency, transparency and accessibility;
1. of the national system of . — —

. : . second, the transformation of the Unified Centers for the provision of
public services provision bli ices to busi it the orinciple of * indow”
Ne President’s Decree (PD) thJ ::, szrvu;es of us;r;_ess en_ ities on _dg prmcp eo otr;]e W|_n OV\II

into the Centers of public services, providing services on the principle
-5278 12.12.2017 . . . P . P . g_ . P P
of "one window" to both legal entities and individuals;

Explanation

Goals are set at legislative level

High
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Activity 1 — Current state assessment of PSD and international benchmarking

Regulati / L Ranking b .
Ne egulations Priorities/ Goals . Sy £ Explanation
Program name importance

third, the approval of administrative regulations for each type of public
service, providing for the simplification of the mechanism for the
provision of public services according to the principle "Documents
move, not citizens", first of all, by eliminating unnecessary High
procedures, independent receipt by authorized state bodies and other
organizations of the necessary documents and information from other
structures;

fourth, the accelerated introduction of innovative solutions and
informationand communication technologies in the provisionof public
services, the integration of databases of state bodies and other
organizations into a single system of interdepartmental electronic High
interaction, the expansion of the practice of providing public services
through the Unified portal of interactive public services of the Republic
of Uzbekistan;

fifth, the use of flexible, convenient and transparent methods for the
provision of public services, including those traveling to remote areas
("mobile government services"), an automated queue management High
system and an extended work schedule aimed at eradicating
bureaucracy and corruption in this area;

sixth, the introduction of advanced mechanisms for monitoring and
assessing the quality and efficiency of the provision of public services,
the organization of an effective feedback system with the population, High
including hot lines, online surveys on official websites, in socia
networks and mobile applications;

seventh, the organization of systematic training and retraining of
qualified personnel in the provision of public services, periodic
improvement of their qualifications, including through internships in
leading specialized institutions of foreign countries

High
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Ne Regulations /
: Program name

Resolution of the President
of the Republic of
Uzbekistan on the

Activity 1 — Current state assessment of PSD and international benchmarking

Priorities/ Goals

importance

The resolution states on org. structure, functions and funding of the

Ranking by

Explanation

organization of the activity L . Low No goals set within the resolution
PSA. No goals set within the resolution.
of PSA
Ne President’s resolution
(PR) -3430 12.12.2017
Resolution of Cabinet of
ministers of the Republic of
Uzbekistan on measures The resolution states on org. structure, functions and funding of the L )
. . - . Low No goals set within the resolution
fororganizing the activities | PSA. No goals set within the resolution.
of PSA
Ne70 31.01.2018
Accelerated development and implementation of information and
communication technologies, considering the provision of a unified
technological approach to the creation of information systems and High
Resolution of the President | information resources in order to further unify and automate the
of the Republic of processes of rendering public services;
Uzbekistan on additional Further accelerated implementation of measures to digitize the
measures for accelerated archival fund of ministries and departments and provide access to High Goals are set at legislative level
development of the public relevant information resources;
service provision system Reengineering of business processes for all public services provided,
NePR-3662 11.04.2018 included in the unified register of public services, with the provision of
significant optimization of forms and forms, a radical reduction in High

procedures forthe provision of public services and the timing of their
provision;
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Ne Regulations /
: Program name

Ensuring the unconditional, timely and high-quality performance by

Activity 1 — Current state assessment of PSD and international benchmarking

Priorities/ Goals

employees involved in the process of providing public services, their

Ranking by
importance

Explanation

official duties, strengthening their responsibility, improving skills and High
work culture in accordance with modern requirements, introducing
mechanisms for an objective assessment of their work;
Implementation of measures to consolidate efforts and increase the
responsibility of state bodies and organizations involved in the High
provision of public services, in solving problems, based on the tasks
and functions assigned to them;
Priority use of extra-budgetary funds for the development and
improvement in accordance with the established requirements of )
information systems, software products, databases, the introduction High
of electronic public services.
Resolution of the President
of the Republic of
Uzbekistan on the
organization of the
construction of buildings of
PSCs under the people's . , - .
No goals set within the resolution. Low No goals set within the resolution

receptions of the president
of the Republic of
Uzbekistan in the regions
(cities) on the terms of
public-private partnership
NePR-3701 08.05.2018
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Ne Regulations /
: Program name

Resolution of the President
of the Republic of
Uzbekistan on measures
forthe further
comprehensive
development of the national
system of providing public
services

NePR-4193 15.02.2019

Activity 1 — Current state assessment of PSD and international benchmarking

Priorities/ Goals

importance

No goals set within the resolution.

Ranking by

Low

Explanation

No goals set within the resolution

Resolution of the President
of the Republic of
Uzbekistan on measures
for further reduction of
bureaucratic barriers and
implementation of modern
governmental principles in
the activities of government
bodies and organizations
NePR-4546 09.12.2019

No goals set within the resolution.

Low

No goals set within the resolution

Decree of the president of
the Republic of Uzbekistan

Providing individuals and legal entities with a wide range of
government services, including mobile (field);

High

on additional measures for
the accelerated
development of the national
system of providing public
services

Raising the culture of citizens on the use of electronic public services,
providing advice on basic skills in using the Single portal of interactive
public services;

High

NeDP-5930 31.01.2020

Regularly informing the population of the relevant area about the
public services provided.

High

Goals are set at legislative level

KPMG
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Activity 1 — Current state assessment of PSD and international benchmarking

Regulati / L Ranking b .
Ne egulations Priorities/ Goals . Sy £ Explanation
Program name importance

Decree of the president of
the Republic of Uzbekistan
9. .on measures for_cardmal No goals set within the resolution. Low No goals set within the resolution

improvement of license and
permission procedures
NeDP-6044 24.08.2020
Decision of the Cabinet of
Ministers of the Republic of
Uzbekistan on measures
for effective organization of o ) .- .
10. o . No goals set within the resolution. Low No goals set within the resolution

the activities of bodies for
recording acts of civil status
in the system of PSA

Ne514 26.08.2020

1) Further development and liberalization of the economy Low L .
- — Priority areas do not affect neither
2) Ensuring the rule of law and further reform of the judicial and legal . . . .
Low public service provision nor social
system
. _ - - segments
Strategy for five priority 3) Improvement of the system of state and social construction Low
1 areas of development of the Priority areas indirectly affect public
" | Republic of Uzbekistan in 4) Development of the social sphere Medium service  provision or  socia
2017 - 2021 segments
5) Ensuring security, interethnic harmony and religious tolerance, as Priority areas do not affect neither
well as the implementation of a balanced, mutually beneficial and Low public service provision nor social
constructive foreign policy” segments
Priority areas affect both public
i . 1) Development of E-government High service rovision or socia
Strategy “Digital Uzbekistan ) P g g P
segments
12. | —2030" — — -
Priority areas indirectly affect public
2) Development of digital industry Medium service  provision or sociad
segments
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Activity 1 — Current state assessment of PSD and international benchmarking

Regulati / L Ranking b .
Ne egulations Priorities/ Goals . Sy £ Explanation
Program name importance

Priority areas affect public service

3) Development of digital education High ,, i
provision or social segments
Priority areas indirectly affect public
4) Development of digital infrastructure Medium service  provision or  social

segments

1) Implementation of a unified technological approach in the
implementation and development of information systems, High
information resources and databases of state bodies

2) Implementation the principle of centralized storage, processing

High
and exchange of data g
Concept fordevelopment of | 3) Use of coordinated, complementary and unified methods and o . .
i ) ) . Priority areas affect public service
13. “E-government in 2019- approaches of interaction between the participants of the L .
! _ provision or social segments
2025 "Electronic government" system
Indicators: « to bring the share of public services provided in electronic High

format fromthe current 37% to 80% « improvethe positionin the rating
of the Electronic Government Development Index from 81st to 50th
place by 2025, by 2025, it is planned to bring the share of ICT
services in GDP to 5.0%, by 2030 - to 10%.

Table 28: Local activities

Ranking by

. Explanation
importance

Program name Priorities/ Goals

In the field of organizing the internal activities of territorial departments High
: and centers of public services
Workplan for First Half of - P —— - — — - . :
1. 2021 In the field of a unified implementation of the civil service in the field Written directly for PSA
of rendering individuals and legal entities, the performance of civil High
service by eliminating unnecessary administrative offenses
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Activity 1 — Curr

Program name

Monitoring and assessing the effectiveness of the activities of state
bodies and organizations in the provision of public services

ent state assessment of PSD and international benchmarking

Priorities/ Goals

Ranking by

importance

High

information systems,
of public services

In the field of participation in the development of unified approaches
to the design, development, implementation and

integration of

. - High
resources and databases used in the provision g

In the field of upb

improving legal awareness and culture

ringing and advanced training of personnel, High

Studying the experience of advanced foreign countries in the field of
attracting funds for technical assistance and grants

High

Explanation

Table 29: Goals coverage checklist
Key goals from all levels Reference to the SG and SOs desighed Covered Key challenges
y 9 g identified during CSA®
Strategic Objective 2 — Achieving efficiency and greater
. . L . .| transparency though an integrated e-governance platfomm
Social protection principle shall be incorporated in P . y ) _g g . d .p_ .
. . . Strategic Objective 4 — Private sector participation .
1 the form of increasing accessibility for vulnerable o . . . Yes Accessibility
bringing expertise and innovations
segments; i . o . :
Strategic Objective 5 — Digital and public services
education
Promotion of wurban development shall be . o L .
. . P Strategic Objective 2 — Achieving efficiency and greater I
2 incorporated in the form of development of . Yes Accessibility
. . . transparency though an integrated e-governance platform
enhanced public service provision;
Promotion of rural development shall be | Strategic Objective 4 — Private sector participation .
3 . . . . _— o . . . Yes Accessibility
incorporated in the form of increasing accessibility | bringing expertise and innovations

8 Current state assessment
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Activity 1 — Current state assessment of PSD and international benchmarking

Key challenges

Key goals from all levels Reference to the SG and SOs desighed Covered ; o .
y 9 g identified during CSA85
and quality of public service provisionin distant rural
areas
Core principles of the program shall be considered . . .
.p P . prog . o Strategic Goal — Happy end user — monitoring the journey .
4 and implemented, if possible, when designing o Yes Process design
from beginning to end
Strategy.
Opportunity of developing single biometric system . L L .
bP y . P g_ g y Strategic Objective 2 — Achieving efficiency and greater
5 shall be considered in order to reduce . Yes Technology
- . . L transparency though an integrated e-governance platform
administrative barriers, save end-users' time.
Introduction of E-government tools to simplify . L L o
. . _ Strategic Objective 2 — Achieving efficiency and greater
6 company registration, approvals and permits for . Yes Technology
. . transparency though an integrated e-governance platform
better business environment.
Providing individuals and legal entities with a wide . L L o
) . . .| Strategic Objective 2 — Achieving efficiency and greater .
7 range of government services, including mobile . Yes Process design
(field): transparency though an integrated e-governance platform
Raising the culture of citizens on the use of
electronic public services, providing advice on basic | Strategic Objective 5 — Digital and public services .
8 o . . ) . . . Yes Process design
skills in using the Single portal of interactive public | education
services;
Regularly informing the population of the relevant | Strategic Objective 5 — Digital and public services ,
9 . . . . Yes Process design
area about the public services provided. education
In the field of organizing the internal activities of . — .
10 territorial departments and Centers of public Strategic Objective 6 — Human resource management in Yes Process design
. P P the PSCs and PSA g
services;
In the field of a unified implementation of the civil
service in the field of rendering individuals and legal | Strategic Objective 1 — Business process optimisationand .
11 . - ) o Yes Process design
entities, the performance of civil service by | standardisation
eliminating unnecessary administrative offenses;
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Activity 1 — Current state assessment of PSD and international benchmarking

: K E
Key goals from all levels Reference to the SG and SOs designed Covered ey challenges

identified during CSA85

Monitoring and assessing the effectiveness of the . o . . N
_ i o . Strategic Objective — Constant monitoring through Functions / Organizational
12 activities of state bodies and organizations in the L Yes
- . . measurable indicators structure
provision of public services;
In the field of participation in the development of

unified approaches to the design, development,

Strategic Objective 2 — Achieving efficiency and greater

13 implementation and integration of information . Yes Technology
. transparency though an integrated e-governance platform

systems, resources and databases used in the

provision of public services;
14 In the field of upbringing and advanced training of | Strategic Objective 6 — Human resource management in Yes People

personnel, improving legal awareness and culture; | the PSCs and PSA P

Studying the experience of advanced foreign . L . L .

y_ 9 i i P _ _g Strategic Objective 4 — Private sector participation International
15 countries in the field of attracting funds for technical . . . . Yes .
bringing expertise and innovations benchmarking

assistance and grants.

As seen from the table above, all strategic goals and key challenges identified are covered by strategic goals and objectives set.
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