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Lisbon, Tallinn, Berlin declarations
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JUST DECLARE IT.
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More than a slick interface

• Portugal social 

energy tariff

• Helps all eligible 

citizens, with 

proactive 

registration based on 

government data

• 763,319 families in 

2020
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“Confronted by sludge, people 

just give up – and lose a 

promised outcome: a visa, a job, 

a permit, an educational 

opportunity, necessary medical 

help”
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User-
centricity

The Convergence of Multiple Trends
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How to bridge the gap

• It’s not rocket science

• Service design is mature and codified (service and 

user experience standards, academic disciplines and 

job profiles)

• A question of incentives:

– Think local: cities have both the incentives and the 

understanding thanks to direct contact with 

citizens

– Need for greater accountability and transparency 

mechanisms, as substitutes of market mechanisms
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Cities on the move
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Discussing lessons learnt and best 

practice
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Defining common indicators on  

https://discuss.usercentricities.eu/

https://discuss.usercentricities.eu/
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Roadmap to user-centricity

• Involve the local level from the early stages 

• Use political clout not only for securing funding but 

also to enforce guidelines and standards

• Extend the European Interoperability Framework to 

include service standards

• Make the publication of metrics on the adoption of 

digital services compulsory

• Monitor, monitor, monitor


