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Tab. 1: The steps of European integration and the development of cohesion policy

Main steps of European integration EU cohesion policy development

1957 Treaty establishing the European Economic 
Community

General provisions of the preamble and Ar-
ticle 2 of the treaty

Early 1970s The first enlargement – Denmark, the Irish 
Republic and Great Britain

The establishment of the ERDF

Mid 1980s The “Iberian enlargement” – Spain and 
Portugal

Integrated programmes for the Mediterra-
nean area

Late 1980s The Single European Act – 1992 the Single 
Market Programme

Delors package I 
and the 1988 Structural Funds reforms

1993 The Treaty on European Union:
the economic and monetary union

Delors package II
and the establishment of the Cohesion Fund

1995 Accession of Finland, Sweden and Austria The establishment of Objective 6 of the 
Structural Funds

1997 – 1999 Agenda 2000 Structural Funds reform

2000 – 2006 The enlargement process – 10 states, EU 24 Other reports of the Structural Funds – 3 
objectives of cohesion policy

Source: www.businessinfo.cz, modified

The following figures show the most significant events within the EU cohesion policy 
and their translation into the Czech Republic’s regional policy. In addition, cohesion 
policy creates a legislative framework for the key financial instrument of territorial 
development – the EU funds. 
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1986 – 1988 
The birth of the “European” regional 

policy 

 
1975: ERDF – The creation of the European Regional 

Development Fund 
1981 and 1986: Accession treaties 

Greece, Portugal and Spain 
1986: The Single European Act  

Lays the foundations for the EU cohesion policy. 
1986: Regional policy programmes 

STAR – development of modern 
telecommunications  
VALOREN – energy potential evaluation 

 1988: Regional policy reform  
Integration of regional policy with a part of social 
and agricultural policies into the ‘Structural Policy’ 

1988: Structural Funds budget 
For the 1989 – 1993 period = €68bn 

 
 

The 1989 – 1993 period 
The EU structural policy 

 
 
1989: Regional Policy objectives 

5 objectives with emphasis on support for rural and 
undeveloped regions 

1 Jan 1993: the Maastricht Treaty 
The European Union treaty (EU) 
Cohesion as a principal objective 

1993: Budget for 1994 – 1999 
ECU 177bn – 1/3 to cohesion policy 

1993: New EU funds 
FIFG – Financial Instrument for Fisheries 
Guidance 
CF – Cohesion Fund (proj. – transp., env.) 

1993: The establishment of the Committee of the 
Regions 

 
 
 

 
1990: Act No 288/1990 Sb. – The establishment of the 

Ministry for Economic Policy and Development 
1991: Government Resolution No 481, concerning the 

principal problems of economic and social development 
of the territorial units and the definition of the priorities 
of the Czech Republic’s regional policy. 

1992: Government Resolution No 759 
The principles of the government’s regional economic 
policy. 
The definition of economically problematic areas. 

1992: Act No 474/1992 Sb. – The establishment of the 
Ministry for the Economy and other authorities 

1 Jan 1993: The creation of the Czech Republic 

EU 

CR 

EU 
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1996: CR’s EU membership application 

Accession negotiations opened in 1998  
1996: Act No 272/1996 Sb. 

The establishment of the Ministry for 
Regional Development. 

1998: Government Resolution No 235: Regional 
policy principles and the rules for its 
implementation 

1998: Government Resolution No 730: 
Countryside and regional development 
programmes 
Integrated projects of micro-regions 

1999: Commencement of national regional 
development programmes 

 
 

1994 –1999 
Economic and social cohesion 

 
 
1994: 6th objective added to the policy:  

After the accession of Finland and Sweden 
1994: The EEC treaty 

The European Economic Area 
1999: The Treaty of Amsterdam  

Confirmed the importance of cohesion, 
employment is among main priorities.  

1999: Funds legislation (2000 – 2006) 
Reg. No 1260/1999, gen. SF provisions  
Regulation No 1261/1999, on ERDF. 
Regulation No 1262/1999, on ESF. 

1999: EU budget for 2000 – 2006  
€213 billion for structural policy 

 
 

The 2000 – 2006 period 
New challenge – Eastern EU 

enlargement 

 

2000: Cohesion policy pursues 3 objectives 
2001: The Treaty of Nice 

Institutional reform, enlargement preparations 
2001: Report on cohesion policy progress  

(Reports: 2002, 2003, 2005, 2006) 
2004: Accession treaties – accession of 10 states  

(CZ, SK, SLO, CY, M, EST, LT, LV, H, PL). 
2000 – 2006: Territorial and regional development 

ESPD (1999), Lisbon (2001) and Gothenburg 
strategies (2002), Aalborg + 10 (2004), Rotterdam 
acquis (2004), SUR EU (2006) 

2006: Legislation for the 2007 – 2013 period 
Regulation No 1080/2006 on ERDF, No 
1081/2006, No 1082/2006 on EGTC, No 
1084/2006 on Cohesion Fund and No 1083/2006 
on general provisions on the ERDF, the ESF and 
the CF  

 
 
 
 

 

Until 2004: Pre-accession instruments  
(ISPA, PHARE, SAPARD). 
2004: Czech Republic’s accession into the EU –  
Operational programmes (OP E, OP IE, OP HRD, OP 
RDMA, JROP), SPD (for Prague – 2), Initiatives (12). 
2000 – present time: National programmes supporting 
regional development (MRD), other national programmes. 
Acts concerning regional policy 
No 248/2000 Sb., on support for regional development  

No 129/2000 Sb., on regions  
No 12/2002 Sb., on support in territorial renewal  
No 183/2006 Sb., on territorial planning and 
building rules. 

Regional Development Policy 2006 
The Regional Development Strategy of the CR 
2000: Government Resolution No 682  
2006: Government Resolution No 560, new strategy  
Preparation of the 2007 – 13 period: the National 
Development Plan, National Strategic Reference 
Framework (1st version) 
 

EU 

CR CR 

EU 
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Objective title Funding for the entire EU Funding for the CR

Convergence € 251.2 billion     81.54% € 25.88 billion      96,98 %

Competitiveness and Employment € 49.1 billion       15,95 % € 0.42 billion         1,56 %

European Territorial Cooperation  € 7.8 billion         2,52 % € 0.39 billion          1,46 % 

Total  € 308.0 billion   100,00 % € 26.69 billion     100,00 %
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Level Recommended min. population Recommended max. population

NUTS I 3 million 7 million

NUTS II 0.8 million 3 million

NUTS III 0.15 million 0.8 million

Level Name Number of units in the CR

NUTS I State 1

NUTS II Cohesion regions 8.

NUTS III Self-governing regions 14 (including Prague)

LAU I (NUTS IV) Districts 76 + 15 Prague districts 

LAU II (NUTS V) Municipalities 6249
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Operational programme (OP) title Managing 
Authority

Funding
 € million                     %

OP Enterprise and Innovation MIT 3 041, 3                    11, 4

OP Transport MT 5 774,1                      21,6

OP Environment ME 4 917,9                      18,4

OP Human Resources and Employment MLSA 1 837,4                       6,9

OP Education for Competitiveness MEYS 1 828,7                        6,9

OP Research and Development for Innovation MEYS 2 070,7                      7,76

Integrated Operational Programme MRD 1 582,4                      6,04

OP Technical Assistance MRD    247,7                      0,92

ROP NUTS II South-East Reg.council 704,45                        2,6

ROP NUTS II South-West Reg.council   619,65                      2,3

ROP NUTS II Moravia Silesia Reg.council    716,09                      2,68

ROP NUTS II North-East Reg.council    656,46                      2,46

ROP NUTS II North-West Reg.council    745,91                      2,79

ROP NUTS II Central Bohemia Reg.council    559,08                      2,09

ROP NUTS II Central Moravia Reg.council    657,39                     2,46

OP Prague Competitiveness Praha     234,9                                         0,88      

OP Prague Adaptability Praha     108,4                          0,4

OP Cross-border Cooperation CR – Bavaria MRD    55, 04                         0,2

OP Cross-border Cooperation CR – Poland MRD   103,68                        0,39

OP Cross-border Cooperation CR – Austria MRD      69,12                        0,26

OP Cross-border Cooperation CR – Saxony MRD       67,2                         0,25

OP Cross-border Cooperation CR – Slovakia MRD       56,55                        0,2

OP Transnational Cooperation MRD      37,46                       0,14

OP Interregional Cooperation MRD - -

INTERACT II MRD - -

ESPON 2013 MRD - -

Total 24 OP + Interact II + Espon MRD      26 691,6              100
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Source: European Commission – The 4th Cohesion Report 

of the EU 
 

< 60 % of the EU 27 average 
 
< 90 % of the EU 27 average 

 

< 75 % of the EU 27 average 
 
> 90 % of the EU 27 average 

EU-27 average 
(%)

2001
100

2002
100

2003
100

2004
100

2005
100

2006
100

2007
100

2008
100

Prague
Central Bohemia
South-West
North-West
North-East
South-East
Central Moravia
Moravia Silesia

145.6
65.4
64.8
55.9
62.1
64.3
56.7
54.8

147.9
67.3
64.2
56.4
61.7
63.8
56.5
54.2

154.3
69.4
67.1
60.2
63.0
66.8
58.5
56.9

154.8
71.5
69.7
61.0
64.0
67.4
59.7
61.5

160.3
70.5
70.0
61.0
64.9
68.1
59.8
65.3

165.8
72.6
71.6
62.5
65.8
69.3
60.8
68.8

171.5
74.7
73.2
64.1
66.7
70.5
61.8
72.5

177.4
76.8
74.9
65.8
67.7
71.8
62.8
76.3

EU-27 average 2009
100

2010
100

2011
100

2012
100

2013
100

2014
100

2015
100

Prague
Central Bohemia
South-West
North-West
North-East
South-East
Central Moravia
Moravia Silesia

183.6
79.1
76.6
67.4
68.6
73.0
63.8
80.4

189.9
81.4
78.3
69.2
69.6
74.3
64.9
84.7

196.4
83.8
80.1
70.9
70.6
75.6
66.0
89.2

203.2
86.2
81.9
72.7
71.6
77.0
67.1
94.0

210.2
88.7
83.8
74.6
72.6
78.3
68.2
99.0

217.4
91.3
85.7
76.5
73.6
79.7
69.3

104.3

224.9
94.0
87.7
78.4
74.7
81.1
70.4

109.8
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General approach Prevailing theories of regional 
development

Regional policy

Neoclassical (1920 – 1940) Regional balance theory (mainly the 
so-called neoclassical models)

Basic idea – “workers for work”, in-
struments increasing the mobility of 
the workforce are used

Keynesian (1950 – 1975) Regional imbalance theory (e.g. cu-
mulative cause theory, growth pole 
theory)

“work for workers”, instruments sup-
porting the inflow of investments from 
the private and the public sectors into 
problematic regions (investment subsi-
dies, relocation of institutions)

Neo-Marxist (1970 – 
1985) 

Regional imbalance theory (e.g. theo-
ry of unequal exchange theory)

Proposals for the measures were 
not formulated by the Neo-Marxists, 
while in some socialist countries (e.g. 
the former CSSR) regional policy was 
highly effective, this was at the expen-
se of reducing economic performance 
and losing the external competitive-
ness of the country

Neoliberal (1975 – ) Theories of regional balance and im-
balance (e.g. new growth theory, path 
dependence)

“Support for local initiative”, support 
for SMEs, the decentralization of com-
petencies, deregulation measures

Institutional (1980 – ) Regional imbalance theory (e.g. of 
industrial district theory, learning re-
gions theory)

“Cooperation and innovation”, sup-
port for SMEs, spreading innovations, 
networking, a learning-based gradua-
list change of local institutions 
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Note: Life satisfaction
1 = deeply dissatisfied.
4 = highly satisfied.
GDP = Gross Domestic Product;
PPP = Purchase Power Parity
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Source: 
European Foundation for 
the Improvement of Living 
and Working Conditions, 
2004 
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Aspect The usual (classical) way 
of addressing the pro-
blem 

The solution proposed by the NPM

Management principle Hierarchical, strictly speci-
fied.

Result-based management, decomposed 
production systems

Management method Pyramid management, orga-
nisationally strictly defined

Comparatively autonomous management. 
Comparatively autonomous organisations 
function relatively independently on the prin-
ciple of employment contracts. 

Decision-making me-
thod

Hierarchical decision-ma-
king, planning of decision 
implementation.

Dichotomous method of decision-making divi-
ded into central strategic activities and services 
provided in a flexible (operational) manner.

Management form Process-oriented public ad-
ministration management

Result-oriented management monitored 
through ex-ante and ex-post reviews on the 
basis of performance indicators. 

Provision of public services Collective provision of pu-
blic and social services pre-
dominantly on the basis of a 
universal product.

Flexible provision of public and social servi-
ces in the form of individualised products. 
Services can also be privatised or provided 
by various entities on contractual basis. 

Approach to public re-
source management

Production units of public 
administration have no eco-
nomic interest in a rational 
and economic management 
of public resources.

Production units of public administration 
operate on the “value for money” principle

Relationship to assets Asset ownership Asset management

Budgeting Institutional (“requirement”) 
financing. 

Result-oriented budgeting. 
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No Resolution title Characteristics

258 / 1999 Draft conception of the reform of 
the Czech Republic’s public admi-
nistration 

Based on the variants described in the con-
ception, a combined model of exercising 
public administration was selected

237 / 2004 The reform and modernisation of 
central state administration

The directions of reforming the central state ad-
ministration: rationalising processes, improving 
management, improving quality, implementing 
and improving civil service, rationalising the fi-
nancing of central state administration

824 / 2004 The strategy for promoting the 
availability and the quality of pu-
blic services

The document addresses the provision of 
modern, effective and quality public servi-
ces at the territorial level. Public services are 
divided into material services, administrative 
activities and financial supports.

420 / 2005 A proposal for including a method for 
the regulatory impact analysis of the 
entrepreneurial environment into the 
process of regulatory preparation (RIA)

This document describes the Regulatory 
Impact Analysis (RIA) method, the scope of 
its implementation and the process for its 
introduction

757 / 2007 Efficient public administration and 
friendly public services

The Strategy for the Implementation of Smart 
Administration in the 2007 – 2015 Period..

 

258/1999: Draft 
conception of the reform 
of the Czech Republic’s 
public administration 

420/2005: Inclusion of a method for the regulatory 
impacts analysis of the business environment (RIA)  

237/2004: The reform and modernisation of 
central state administration 
824/2004: The strategy for promoting the 
availability and quality of public services 

757/2007: Efficient public 
administration and friendly 
public services in the CR – 
Smart Administration 

1999 2007 2000 2001 2002 2003 2004 2005 2006 
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 Global objective                                                               Indicator

Foster the Czech Republic’s social and economic growth and im-
prove the quality of life of its citizens through improving the effici-
ency of public administration and public services.

Satisfaction of the public with the functio-
ning of public administration and public ser-
vices, measured through sociological surveys

No Stat. object. Specific objective Indicator

1. Improving the 
quality of policy 
making and 
implementation

Rationalising administrative procedures to 
increase their efficiency and transparency, 
minimising bureaucratic elements within 
pub. administration (organisational reen-
gineering including the revision of existing 
structures and agendas, redesigning com-
petences and functions).

Introducing a strategic planning system 
in public administration, insuring its co-
ordination with financial management

Output: The number of analysed agen-
das/institutions.
Effect: The number of abolished/reloca-
ted agendas, institutions and functional 
positions.

Output: The existence of a single methodo-
logy for creating strateg. doc. at the public 
administration level; the existence of capaci-
ties for ensuring the creation and implemen-
tation of strategies at the public administra-
tion level.
Effect: The percentage of public budgets al-
located on the basis of adopted strategies.
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 Global objective                                                               Indicator

2. Improving and 
simplifying 
regulation in 
order to create 
attractive and 
business-friendly 
environment for 
entrepreneurs 
and investors, 
both domestic 
and foreign

Performing analysis of existing regula-
tion in order to identify and eliminate 
excessive regulation.

Reforming the legislative process in or-
der to make creating regulation trans-
parent, introducing Regulatory Impact 
Assessment.

Output: The number of analysed regu-
lations.
Effect: The number of abolished regulati-
ons; the reduction in the total regulatory 
and administrative burden; the percenta-
ge of alternative regulatory means used.

Output: The existence of legislative software, 
the existence of a positively binding register 
of existing regulation with remote access.
Effect: The percentage of performed RIAs in 
the total number of presented legal regulati-
ons. The percentage of performed consulta-
tions in the total number of presented legal 
regulations.

3. Streamlining the 
activities of pu-
blic administra-
tion authorities, 
decreasing 
the financial 
requirements of 
administrative 
processes, ensu-
ring transparent 
execution 
of public 
administration

Introducing quality management and 
performance monitoring systems at pu-
blic administration authorities.

Ensuring efficient ICT usage, creating 
central registers in a way that enables 
safe data sharing with public bodies and 
that allows the citizens authorised ac-
cess to the data in these registers.

Improving vertical and horizontal com-
munication in public administration, 
ensuring that the different levels of pub-
lic administration operate in synergy.

Introducing a single human resource 
management system in public admi-
nistration, clearly defining motivation 
elements and accountabilities of public 
servants, promoting modern education 
and recruitment policies.

Consistently promoting both preventive 
and repressive measures in combating 
corruption.

Modernising and restructuring tax and 
customs administration through increa-
sing efficiency in legislative, organisati-
onal, personnel and material areas, im-
proving the quality of management and 
control in tax administration authorities 
and enhancing the transparency and 
openness of authorities.

Output: The number of implemented quality 
instruments, the number of authorities with 
quality systems in place.
Effect: Reduction in the costs for the functi-
oning of the authorities, improving the satis-
faction of the authorities’ clients. 

Output: The creation of integrated registers.
Effect: The number of eliminated operati-
ons required to process/complete a certain 
agenda.

Output: The creation of rules for 
communication between central admi-
nistration authorities; the preparation 
of a communication map between 
central administration authorities and 
regional self-government; the creati-
on of communication infrastructure 
for methodological assistance.
Effect: Reduction in the number of 
complaints by self-governing regions and 
municipalities; accelerated information 
exchange between different levels of 
public administration; the number of 
eliminated duplicate procedures in com-
munication between authorities; Internet

Output: -
Effect: -

Output: The number of supported projects.
Effect: CPI measurements.

Output: The number of implemented pro-
jects.
Effect: A reduction in the costs for the ope-
ration of tax and customs administration and 
an improvement in the collection of taxes 
and duties.
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 Global objective                                                               Indicator

2. Improving and 
simplifying 
regulation in 
order to create 
attractive and 
business-friendly 
environment for 
entrepreneurs 
and investors, 
both domestic 
and foreign

Performing analysis of existing regula-
tion in order to identify and eliminate 
excessive regulation.

Reforming the legislative process in or-
der to make creating regulation trans-
parent, introducing Regulatory Impact 
Assessment.

Output: The number of analysed regu-
lations.
Effect: The number of abolished regulati-
ons; the reduction in the total regulatory 
and administrative burden; the percenta-
ge of alternative regulatory means used.

Output: The existence of legislative software, 
the existence of a positively binding register 
of existing regulation with remote access.
Effect: The percentage of performed RIAs in 
the total number of presented legal regulati-
ons. The percentage of performed consulta-
tions in the total number of presented legal 
regulations.

3. Streamlining the 
activities of pu-
blic administra-
tion authorities, 
decreasing 
the financial 
requirements of 
administrative 
processes, ensu-
ring transparent 
execution 
of public 
administration

Introducing quality management and 
performance monitoring systems at pu-
blic administration authorities.

Ensuring efficient ICT usage, creating 
central registers in a way that enables 
safe data sharing with public bodies and 
that allows the citizens authorised ac-
cess to the data in these registers.

Improving vertical and horizontal com-
munication in public administration, 
ensuring that the different levels of pub-
lic administration operate in synergy.

Introducing a single human resource 
management system in public admi-
nistration, clearly defining motivation 
elements and accountabilities of public 
servants, promoting modern education 
and recruitment policies.

Consistently promoting both preventive 
and repressive measures in combating 
corruption.

Modernising and restructuring tax and 
customs administration through increa-
sing efficiency in legislative, organisati-
onal, personnel and material areas, im-
proving the quality of management and 
control in tax administration authorities 
and enhancing the transparency and 
openness of authorities.

Output: The number of implemented quality 
instruments, the number of authorities with 
quality systems in place.
Effect: Reduction in the costs for the functi-
oning of the authorities, improving the satis-
faction of the authorities’ clients. 

Output: The creation of integrated registers.
Effect: The number of eliminated operati-
ons required to process/complete a certain 
agenda.

Output: The creation of rules for 
communication between central admi-
nistration authorities; the preparation 
of a communication map between 
central administration authorities and 
regional self-government; the creati-
on of communication infrastructure 
for methodological assistance.
Effect: Reduction in the number of 
complaints by self-governing regions and 
municipalities; accelerated information 
exchange between different levels of 
public administration; the number of 
eliminated duplicate procedures in com-
munication between authorities; Internet

Output: -
Effect: -

Output: The number of supported projects.
Effect: CPI measurements.

Output: The number of implemented pro-
jects.
Effect: A reduction in the costs for the ope-
ration of tax and customs administration and 
an improvement in the collection of taxes 
and duties.

 Global objective                                                               Indicator

4.
Bringing public 
services closer to 
citizens, increa-
sing availability 
and quality of 
public services

Promoting e-Government with empha-
sis on safe and simple access to services 
via the Internet, preparing legal regula-
tions that will provide for the electroni-
sation of procedural operation in public 
administration, put on equal legal foo-
ting the paper and the electronic forms, 
allow for safe communication between 
the authorities and the public and opti-
mise internal processes in public admi-
nistration using ICT.

Establishing a network of contact 
points, universal points for both in-
dividuals and legal entities, where it 
will be possible, i.e. from one place, 
to make all submissions to public 
administration bodies, to obtain all 
verified data that are maintained in 
available central registers and records 
and to obtain information about all 
ongoing procedures in which the gi-
ven person participates or that affect 
such person’s rights and obligations.

Introducing continuous quality moni-
toring of public services, determining 
client satisfaction

 principles of competition in public 
services while guaranteeing some 
minimum standards.

Output: The number of services acces-
sible via the Internet.
Effect: The percentage of the public 
that make use of these services.

Output: The number of established 
contact points; the number of agen-
das that are accessible through those 
points.
Effect: The percentage of the public 
who use the contact points.

Output: The existence of a system for 
collecting data on the quality, effici-
ency and availability of public services, 
the number of authorities that moni-
tor the quality of provided services.
Effect: The extent to which the satis-
faction of clients of public services has 
increased

Output: The percentage of services for 
which there is a choice of operator.
Effect: The percentage of services pro-
vided by the private sector.

5. Increasing the 
quality of the 
judiciary

Introducing the e-Justice system, 
including the completion of all sub-
sequent projects that result in an 
improved working efficiency and in 
better communication between the 
judiciary and both professional and 
layman public.

Output: The number of implemented 
projects.
Effect: Reduced average length of 
court proceedings.
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 Legislation is the 
basis of quality public 
administration 

The Citizen is the client 
of public administration 
and must be seen as such 

The Organisation of 
the performance of 
public administration 
 

The Financing of 
public administration: 
this requires increased 
attention 
 

The Civil Servant is 
the cornerstone of 
public administration 
 

The use of modern 
information and 
communication 
Technologies in 
public administration 
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Vertex Description of the function area

The Citizen is the client of 
public administration and 
must be seen as such 

This is the Hexagon’s most important element. His interaction with the au-
thorities must be made as easy as possible and his life must be burdened 
as little as possible with excessive regulation. At the same time, public ad-
ministration must be made transparent to the citizen to the largest extent 
possible, allowing the citizens both participation in its decisions and control 
over its functioning.

Legislation is the basis of 
quality public administra-
tion

This is the main instrument employed by the government in order to protect 
basic social values and to influence the behaviour of individuals and legal entities. 
However, it should only be adopted in cases where it is absolutely necessary, so 
that it does not create unnecessary bureaucratic burden, and it should be kept as 
simple and comprehensible as possible

The Financing of public ad-
ministration: this requires 
increased attention

Therefore, particular attention needs to be given to the system of budgeting, the 
method of allocating resources to individual activities within public administration 
and the interconnection between budgets and the strategic priorities of the go-
vernment / the ministries / assemblies. All agendas within public administration 
need to be reviewed from the viewpoint of cost efficiency.

The Organisation of the 
exercise of public adminis-
tration

In every case, a balance needs to be pursued between getting the exercise 
of public administration as close to the citizen as possible and the efficient 
spending of public funding. Also, it is important for as much of the agenda 
as possible to be processed in one contact point – the “circulating infor-
mation, not citizen” principle. However, the organisation of the exercise of 
public administration means not only finding the right place – i.e. at what 
level the given agenda will be performed – but also the way in which it is 
performed. The management level, the quality control methods, the moni-
toring of the effectiveness and the performance of used funding and the 
monitoring of clients’ satisfaction play an important role here.

The use of modern infor-
mation and communication 
Technologies (ICT) in public 
administration

ICT need to be used in order to eliminate excessive ‘paperwork’ and to 
facilitate both the citizen’s interaction with public administration and the 
communication within public administration. However, ICT must only be 
perceived as an instrument of the changes, not as the objective as such. 
During their implementation, the administrative burden often tends to be 
transferred from one subject (the citizen) onto another subject (the authori-
ty), while the objective should much rather be minimising the overall burden 
for all parties involved.

The Civil Servant is the cor-
nerstone of public adminis-
tration

It is of little significance if this is a clerk at a ministry or a civil servant exer-
cising public administration within delegated competence in a self-gover-
ning region or a municipality. All civil servants should be treated equally 
everywhere. High quality of their performance must be required, as well as 
continuous education. Special attention needs to be given to management 
quality at all levels.

Chytrá ve�ejná správa -18. 12. aj.indd   53 21.12.2009   21:07:22



54

Chytrá ve�ejná správa -18. 12. aj.indd   54 21.12.2009   21:07:22



55

 
 

Improving transport 
availability  

Protecting and improving 
the quality of the env. 

Open, flexible and 
cohesive  
society 

Development of 
urban areas 

Balanced regional 
development 

Development of 
rural areas 

Regional 
competitiveness and 
employment - Prague 

Territorial coop. 

Competitive 
business sector 

Developing a 
sustainable 

tourism industry 

Support of R&D 
capacity 

Sustainable GDP growth, improved quality of life 

COMPETITIVE CZECH REPUBLIC 
 

Education 

Increasing 
employment and 

employability 
 

Strengthening social 
cohesion 

Development of 
information society 

Smart 
Administration Competitive 

Czech 
economy Balanced territ. 

development 

Attractive environment 

 

LEGEND 
 

 

Global obj. 
 

Priority 
 

Strategic objective 
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 The National Strategic Reference Framework (NSRF) 
NSRF objective 2: Open, flexible and cohesive society 

 
Smart Administration priority 

- improving the creation and implementation of policies 
- improving the regulatory env. for entrepreneurs and investors 
- improving the efficiency and the activities of public administration 
- improving the quality of the justice system 
- opening up public services for citizens, accessibility and quality 

Operational Programme Human Resources and 
Employment (OP HRE) 

Priority axis 
- Public administration and public services (MI 

CR) 

Integrated Operational Programme (IOP) – Priority axis: 
- Public administration modernisation (MI CR) 

- ICT for territorial public administration (MI CR) 
- Improving the quality and accessibility of public services 

- National support for territorial development 
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No Priority axis title IOP funding
€ million        %

Intermediate body

1 Public administration modernisation (Convergen-
ce, Prague)

334,5 21,1 MI CR

2 ICT for territorial public administration (Convergence) 170,8 10,8 MI CR

3 Improving the quality and accessibility of public services 545,1 34,4 MLSA CR, MHC CR, MI CR

4 National support for the tourism sector (Conver-
gence, Prague)

65,3 4,2 CRD CR

5 National support for territorial development 420,9  26,6 MC CR, CRD CR

6 Technical assistance (Convergence, Prague) 45,8 2,9 CRR ČR

IOP total 1 582,4 100
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No Priority axis title OP funding
€ million             %

Intermediate body

1 Adaptability 525,4 28,6 MLSA CR, MIT

2 Active labour market policies (Convergence, Prague) 605,8 33,0 MLSA CR

3 Social integration and equal opportunities 398,6 21,7 MLSA CR

4 Public administration and public services (Conver-
gence, Prague)

195,1 10,6 MI CR, 
MLSA CR

5 International cooperation (Convergence, Prague) 39,0  2,1  MLSA CR

6 Technical assistance (Convergence, Prague) 73,5 4,0 MLSA CR

Total 1 837,4 100
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OP Priority axis title Smart Administration funding

€  million                %

% of all 
funding 

for cohesi-
on policy

Inter-
mediate 

body

HRE Public administration and public services 195,1 15,5 0,73 MI CR

IOP Public administration modernisation (Con-
vergence, Prague)

334,5 26,6 1,25 MI CR

IOP ICT for territorial public administration 
(conv.)

170,8 13,5 0,64 MI CR

Total directly for Smart Administration 700,4 55,6 2,62

IOP Improving the quality and accessibility 
of public services, Services in the area 
of social integration intervention (3.1)

79,2
 

6,3 0,29
 

MLSA CR 

IOP Improving the quality and accessibility of 
public services, Services in the area of pu-
bic health intervention (3.2)

248,5 19,7 0,93 MHC CR

IOP Improving the quality and accessibility 
of public services, Services in the area of 
employment intervention (3.3)

46,6 3,7 0,17 MLSA CR

IOP Improving the quality and accessibility of 
public services, Services in the area of security, 
prevention and risk solving intervention (3.4)

170,8 13,5 0,64 MI CR

IOP National support for territorial development, 
Modernisation and development of territo-
rial policy making systems intervention (5.3)

15,5 1,2 0,06 CRD CR

Total incl. subsequent axes 1 837,4 100 4,71
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 The beginning: I have a problem (or am solving 
a change or an innovation)  

Gather information about the problem (or change), 
its causes and all relevant connections 

I know the causes (and the impacts) of the 
problem and the right solution. 

Has this problem been solved by 
someone I can learn from? 

No 

No 
Analyse the problem (change) and its context, find 

the causes (and consequences) of the problem using 
a procedure that results in success (‘common sense’, 
causes and effects diagram, brainstorming, ...) and 

find the right solution  

Plan measures and a procedure (including objectives, 
monitoring parameters, sources, deadlines), 

implement it (the management of the project or a 
change ), perform assessment  

Yes 

Learn from others (e.g. in 
the sense of the learning 
regions, benchlearning, 

knowledge management, ...) 

Yes 

Review the solution: Was the problem 
eliminated (has there been improvement)? Or 

is the change implemented? 

Yes 

No 

Ensure that permanent introduction 
(application) is performed, record 

the manner of the solution, 
compensate the research team 

The end: Problem solved (the change or 
innovation has been introduced) 
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The arrows show pressures that 
are created using Smart 
Administration methods and 
approaches  

Doing  
(select) the 
right things 

Implementing 
them in the 

right manner 
 

 

Communicating 
with the public in 
the right manner 

Success requires 
increasing the 
intersection – doing 
the right things right 
and communicating in 
the right manner 
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(Cíle) 

Opportunities Risks 

Results (Objectives) 
Diligence Talent 

Conditions 

Strengths 
Sportsman 1 
Sportsman 2 
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SWOT:  
Strengths and 
weaknesses (internal 
environment) 

SWOT:  
Opportunities and 
threats (external 
environment) 

Opportunities 
(use) 

Risks  
(reduce) 

Results 
Diligence 

(operational 
management) 

Strategy (strategic 
management) 

Conditions (resources, 
partnership, opportunities) 
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Number Research project title Researcher Funding

WB 01-04 Improving the quality of management of 
municipalities with up to 5000 residents

University of Hradec Králové 2.600 000 

WB 02-04 Evaluating and improving the perfor-
mance of regional and local govern-
ment using methods of modern ma-
nagement

University of West Bohemia in Pilsen
1.412 000

WB 04-04 A system for supporting decision-ma-
king at the level of regional and local 
governments

Research institute for agricultural eco-
nomics

3.405 000

WB 14-04 The management of regional and local 
government

DHV CR spol. s r.o. 3.500 000

WB 16-04 Regional management as a way to 
the sustainable development of rural 
regions

University of West Bohemia in Pilsen
1.800 000

WB 17-04 Research of development management 
implementation as an instrument for 
increasing the absorption capacity and 
financial savings in micro-regions

The Centre for Community Work – 
central Moravia

1.400 000

WB 31-04 Regional development management at 
the level of regions and municipalities 
with extended competence

University of Economics in Prague 3.400 000

WB 10-05 Improving the quality of management 
of municipalities with up to 5000 re-
sidents II

University of Hradec Králové 1.620 000

WB 11-05 The management of regional and local 
government

Masaryk University in Brno 1.500 000

WB 22-05 The marketing management of muni-
cipalities, towns and regions

University of Ostrava in Ostrava 1.158 000

CZK total (WB – Research for the Purposes of Regions programme) 21.795 000
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quality of development management and planning 

intensively cultivated landscape 

natural landscape 

artificial landscape 
extensively cultivated landscape 

gradual decomposition into parts with dominant functions 

original landscape 
landscape 

spontaneous and wrongly managed 
pressure by the society 

rationalisation and optimisation of the 
society – nature relationship 

devastated landscape 

high costs of reclamation 

secondarily cultivated 
landscape 

long-term intensively cultivated 
cultural landscape 

tra
ns

fo
rm

ed
 

la
nd

sc
ap

e 

agricultural 
landscape 

urbanised 
landscape 

recreation 
landscape 

spec. function 
landscape 

landscape types in different devel. phases 
social pressure 
main directions in landscape development 
other directions in landscape development 
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 Territorial 
development 
objectives 

Situation in 
the territory 
(analyses) 

A problem or a 
change (that we 
want to or need to 
address in the 
territory) 

A decision 
(on a strategy, an 
investment, an 
activity) in territorial 
development 
 

Achieved change 
in territorial 
development (a 
new situation in 
the territory) 
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Decisions (of interested 
parties, competitors, ...) 

Side 
effect 

Implemented 
decisions (projects, 
plans, activities, ...) 

Objectives of other 
(interested parties, 

competitors, ...) 

Objectives of 
our public 

section 
organisation 

  

  
  

  

  

  

  
  

Surrounding world   

  

  

 

+ 

Population 

Affordability of  
housing + 

+ 

+ 
Quality of life 
- Quality and accessibility of services and care 
- Quality of the environment 
- transport and infrastructure 
- Leisure activities 
- Civic facilities 
 
 
 
 

+ 
Natality 

Mortality 

+ 

+ 
+ 

- Town 
budget 

+ 

+ 

+ 
+ 

+ 

Grants 

+ 

Requirements 

Town hall 
 activities 

+ 

+ 

Standard of requirements 
- Standard of living of an individual 
- Quality of life 
- Requirements of legislation 
- Sustainability of development  
- Limits of a territory (land-use plan) 
 

 

 
 

- 

Availability 
of job 
opportunities 

Satisfaction 
of inhabitants 

A town’s causal loop diagram – 
satisfaction of inhabitants 
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Level / Instru-
ments 

EU State Cohesion 
region

Self-gover-
ning region

Micro-
region

Town/ muni-
cipality

funds, 
subsidies 
and 
other as-
sistance

EU funds 
(ERDF, 
ESF, CF), 
financial 
instruments

National program-
mes, assistance, 
operational 
programmes 

Regional 
operational 
program-
mes (ROP)

Self-governing 
regions’ subsi-
dies, program-
mes, assistance

Usually 
not

Town/municip. 
subsidies 
(e.g. cultural, 
sports

invest-
ments

- State investments - Investments by 
the self-gover-
ning region

Invest-
ments by 
microreg

Investments by 
municipality

regional 
develop-
ment

Legislation 
(e.g. 
regulations) 
on cohesion 
policy

Legislation and 
documents (e.g. 
Act No 248/2000, 
the Regional 
Development 
Strategy, the NSRF)

Document 
– Regional 
Operational 
Programme

Self-gover-
ning region 
development 
programme

The 
strategy of 
a micro- 
region

The strategy 
of a town/ a 
municipality or 
development 
programme

territorial 
planning

Legislation 
on the EU 
Territorial 
Agenda

Legislation and 
documents (e.g. 
Act No 183/2006, 
the Territorial De-
velopment Policy)

-
Principles 
of Territorial 
Development

-
A land-use 
plan, possibly 
also a regu-
lation plan

other 
sectoral

e.g. the 
Common 
Agricultural 
Policy

Legislation and 
documents (e.g. 
the Sustainable 
Development 
Strategy)

-

Sectoral 
strategies, e.g. 
the General 
Self-Gover-
ning Region 
Transport Plan

E.g. the 
Tourist 
Industry 
Strategy

E.g. communi-
ty planning of 
social services
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Level / Instru-
ments 

EU State Cohesion 
region

Self-gover-
ning region

Micro-
region

Town/ muni-
cipality

various 
types of 
instituti-
ons with 
influence 
on 
territorial 
develop-
ment

EU instituti-
ons

Relevant minis-
tries and other 
institutions, e.g. 
managing autho-
rities of operatio-
nal programmes, 
CzechInvest, the 
Regional Deve-
lopment Centre, 
state funds

Office of 
the Regio-
nal Council

Self-governing 
region authority 
and self-gover-
ning regions’ 
bodies, also 
development and 
other agencies

E.g. the 
offices of 
a micro-
region

Municipal 
authority and 
municipal 
bodies, also 
various 
agencies and
publicly 
beneficial 
organisations 

method. 
support, 
consul-
ting and 
research

On the 
cohesion 
policy and 
the Territorial 
Agenda

On operational 
programmes (e.g. 
the manual for 
applicants, the 
IUDP methodo-
logy), regional 
development, ter-
ritorial planning

On ROP 
(e.g. the 
manual for 
applicants)

On self-gover-
ning regions’ 
subsidies, 
programmes, 
assistance

As 
needed

On municipal 
subsidies

ns
tit

ut
io

na
l

m
et

ho
do

lo
gi

ca
l
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Region:  
Principles of Territorial 

Development 
(PTD) 

 

kraj:  

Regional Development Programme 
(RDP) 

 
 
Municipality:  

Municipal development plan 
 

 
 

 Strategic plans and other development 
documents of towns and municipalities 

 

 
State:  
Territorial Development Policy of CR 2008 

(TDP) 
Act No 006 Sb., as amended 

 

stát:  
 

 Regional Development Strategy of the CR 
(RDS) 

Act No 2000 Sb., as amended 
 

Territorial planning in the CR Regional development in the CR 
other 

strategic 
documents 

other 
strategic 

documents 

other 
strategic 

documents 
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Project 
(investment)

Costs for the 
given investment 

(CZK millions)

Estimated average 
annual benefit

Rentability (%)

A              65 23 35,4

B 58 19 32,8

C 71 25 35,2

Project 
(investment)

Costs for the 
given investment 

(CZK millions)

Annual expected net 
revenue 

(CZK millions)

Investment payback 
period 
(years)

A              65 6,8 9,6

B 52 5,8 9,0

C 44 6,6 6,7
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4.  
Defining processes for 

measuring and 
monitoring (evaluation) 
and for taking measures 
 

1.  
Analyses, evaluation of 
the situation and the 
limits, trend setting  

3.  
Drawing-up plans for 

accomplishing the 
objectives and indicators 

2.  
Setting visions and 

objectives, their indi-
cators, financial frame-

works and deadlines 

5.  
Communicating and 

seeking consensus with 
all ‘key players’  
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No. Factor of the quality of the strategic planning process Significance

1 Title of the strategic planning document or project insignificant

2 Participation of the author medium-significance

3 The methodology of document preparation significant, yet not decisive

4 Involvement of the public significant, yet not sufficient on its own

5 Strong political leadership of the process highly significant

6 Long-standing resolve and ability to implement the document 
into everyday practice in management and coordination

highly significant
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Level: town council 
and assembly 
 
Level: top 
management 
 

Level: employees 
 

Level: department 
heads, managers of 
organisations 

Crossing strategies: A partial 
concept is in contradiction to 
the strategic plan even at the 
council or assembly level. 

Note: Quite logically, this is a source 
of confusion on lower levels – 
individual documents do not support 
each other, or even contradict each 
other. This is reflected in the 
activities, the structure… 
The result is: 
Low performance and quality, higher 
costs! 

 

A partial concept is in accordance with the  
strategy at the council or assembly level. 

 

Note: Once a strategy is applied correctly, the activities, 
processes, plans and the structure at lower levels are in 
accordance with it. This means that lower levels support 
the strategy at the town level. This has a highly positive 
effect on performance, effectiveness, quality etc. 
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STRATEGY 

VISION 

Citizen 
(customer) 
perspective 

Do we know what the citizens want? What 
do we need to do to make them happy? 

Cycle of improving 
strategic 
planning 

What are all the things we 
need to learn so that we 

can make it? 

What resources do we need to 
secure to make the citizens 

satisfied? 

Through what processes will we 
ensure the citizens’ satisfaction 

and sufficient resources? 

Financial 
perspective 

Internal 
process 

perspective 

Learning and 
growth 

perspective 
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The BSC 
organisational 
strategic map  

 
Accomplishing the 

vision 

Pleasant city 2010 
Clean and green city – Accessible city 
– Regional and world city – A city with 
a typical design – Creative city – Smart 

and prosperous city – A city of 
communities living in harmony 

 

Satisfied 
community 

Effective output 
of programmes Outsatnding 

customer services 

Financial 
competence 

Future financial 
competence 

Properly managed 
assets 

Continuously 
improve key 
processes 

Look for smart 
and creative 

solutions 

Well built 
organisation 

Capable, value-
oriented employees 

Effective internal 
and external 
partnership 

Output for customers 
 

In order to accomplish 
our objectives, what do 
we need to provide to 

customers? 

Financial resources 
How do we secure 

resources for 
implementing the 

vision? 

Internal driving 
forces of processes 

To satisfy our 
customers and 

accomplish the vision, 
in what processes 
must we excell? 

Driving forces of 
learning and growth 

 
To fulfil the vision, what 
employees do we need, 
how do we need to lead 

and educate them? 
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Developing skills and 
knowledge, implementing 
new methods and effective 

technologies 

Partnerships for implementing 
projects, enterprise and 

education;  
support for societies and NGOs 

Safe town 

Fostering an environment of 
cooperation, trust and 

responsibility 

Improving the quality of the 
community planning 

and the project management 
processes 

Learning and 
growth: 

Well-thought-out preparation 
and implementation of 
investment activities 

 Quality activity of the town-hall,  
municipal police, technical services, own 

educational, cultural, sports and other 
facilities 

Internal processes: 

Responsible financing and financing 
from different sources 

Purposeful management of town 
financial resources 

and assets 

Econ. efficiency and financing: 

Motivating job 
opportunity 

Available services, care, 
education and possibilities 

for community, cultural 
and spiritual life 

Corresponding 
housing and a tidy 

town 

Prevention 
and safety 

Vsetín, the heart of Moravian Wallachia – a 
pleasant town for life, work and fun; a town 
striving to improve the quality of life while 

respecting sustainable development 

Citizen, 
customer: 

Job opportunities 

Affordable 
housing 

Leisure-time  
opportunities Healthy and 

attractive town 
město  

 

Possibilities for a healthy 
lifestyle and sports 

activities 

Vision: 

Priorities: 
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Theme: Benchmark name:

Vision 0.1 Citizen satisfaction index

0.2 Ecological footprint

0.3 Town population

Citizen, client

1. Motivating job opportunity 1.1 Unemployment rate 

1.2 Average salary

2. Available services, care, education and possibilities 
for community, cultural and spiritual life

2.1 Availability of services and care

3. Possibilities for a healthy lifestyle and sports 
activities

3.1 Health of the inhabitants

3.2 Possibilities for a healthy lifestyle

4. Appropriate housing and a tidy town 4.1 Quality of life on housing estates

4.2 Number of newly built flats and 
single-family houses

5. Prevention and safety 5.1 Feeling of safety 

5.2 Prevention-oriented activities

5.3 Crime in the town

5.4 Traffic accident incidence

5.5 Safety infrastructure

Economic efficiency and financing of activities

6. Responsible financing and financing from diffe-
rent sources

6.1 Indebtedness of the town

6.2 Operating-cost effectiveness (%)

6.3 Obtained subsidies and grants

6.4 Investments of other entities wi-
thin the town’s territory

7. Purposeful management of town financial resour-
ces and assets

7.1 The use of assets

7.2 Increase in town assets

7.3 Economic efficiency in managing 
financial resources

Internal processes

8. Well-thought-out preparation and implementati-
on of investment activities

8.1 Industrial zones and their use

8.2 Investments of the town

9. Quality activity of the town-hall, municipal police, 
technical services, own educational, cultural, sports 
and other facilities

9.1 Quality and performance of the 
office – benchmarking

9.2 Quality and performance of the offi-
ce according to the CAF methodology

9.3. Workplace audit including complaints

10. Partnerships for implementing projects, enterpri-
se and education; support for societies and NGOs 

10.1 Fulfilment of the community plan 
for health and quality of life
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Theme: Benchmark name:

Learning and growth

11. Fostering an environment of cooperation, trust 
and responsibility

11.1 Satisfaction of employees of the 
authority

12. Improving the community planning and the pro-
ject management processes

12.1 The number of projects

12.2 Local partnership with the public 
– Agenda 21

13. Developing skills and knowledge, implementing 
new methods and effective technologies

13.1 New methods and technologies 
at the authority

13.2 Qualification of the staff at the 
authority

13.3 Proposals for improvement at the 
authority
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Quality Performance Costs Explanatory notes to 
the table:

Ideal situation ^ ^ Explanatory notes to 
the table: 
^  increase, 
   decrease, 
0 stagnation, 
   strong increase 

Examples of objective 
setting: objective 1 or ^ ^ 0

objective 2 or 0 0

objective 3 ^^ 0 ^

etc. many other combinations

Negative development 0 0

or 0 0

etc. many other combinations

Crisis ^

^

^

^

^

^
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An example of a attribute of a 
service

Detailed characteristics

Availability Local – geographical (for example the distance from a stops of 
public city transport and from a customer car park, the availabi-
lity of client working places, the orientation system in a building 
etc.), in time (for example the opening hours, the weekly office 
hour total etc.), the availability for persons with disabilities, the 
availability of a possibility to make complaints etc.

Reliability The service is performed at an agreed time (over a given peri-
od), the service is performed at a given standard (in the right 
manner), free of fault and legal shortcoming (for example a 
large number of decisions cancelled by an appellate body in-
dicates poor reliability).

Waiting time The waiting time in the queue, the time for making an appo-
intment. Usually, the average values is evaluated.

Processing time The time needed for processing, it may also include waiting 
time. Usually, the average values is evaluated.

Competence and aptitude The employees’ ability to apply knowledge, experience and 
expertise while providing a specific service

Receipt, treatment and unders-
tanding

Helpfulness, respect, kindness, consideration, suitability of 
dress and environment, customer care, knowledge of diffe-
rent customers’ individual or specific wishes.

Communication The ability to inform and to listen to citizens, a clarification of 
the conditions of dialogue.

Safety and security The security of buildings and facilities where the service is 
provided, financial security, compliance with sanitary regulati-
ons (for example toilets).

Environment An environment that is practical and pleasant to the customer 
and that facilitates the effective provision of the service.  

Technical equipment Equipment with necessary IT, computers and other equip-
ment, the capacity, condition and age of the equipment, the 
method of maintenance.

Credibility The renown (the image) of the public sector authority or 
organisation.
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Environment 
 

Features of a service – application processing  
 

Accessibility 
 

- geographical 
(the location of 
the authority, 
orientation and 
accessibility 
within the 
building…)  
- time (office 
hours, …)  
- accessibility for 
the disabled 
- …  

- quick 
processing  
- faultless  
 decision  
- always the 
same conditions  
- free of legal 
impediments  
- …  

- professionalism  
- kindness, 
helpfulness and 
consideration  
- confidentiality  
- …  
  
  
 

Aptitude, 
communication 
and treatment 

 

Processing 
time  

 

Reliability 
 

- waiting time 
in the queue 
- time from 
submitting an 
application to 
the issue of a 
decision 
- response time 
to enquiries 
- …  
  
  
 

- the possibility 
to sit down, the 
comfort while 
waiting  
- pleasant 
interior 
- suitable 
climate  
- quiet 
conditions 
- privacy  
- …  
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Output 
 

A
ct

iv
ity

 1
 

A
ct

iv
ity

 2
 

A
ct

iv
ity

 4
 

A
ct

iv
ity

 3
 

A
ct

iv
ity

 5
 

Customer/ 
citizen 

requirements 

Opportunities for measuring and improvement 
 

Customer/citizen 
satisfaction  

 
Process  
result 

Set of activities – process 
 

The course of the process 
(e.g. in the form of a process map)  

 

R E S O U R C E S  
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Did we succeed?  
 

yes  
 

no  
 

Continue consistent improvement (a 
new cycle)  

 

Analyse the causes and 
consequences of failure, find the 

causes, plan and implement 
measures. According to the 

character of the causes of failure, 
repeat part of the procedure 

D
O

 A
S 

Y
O

U
 

SA
Y

  
 

PR
O

V
E

 T
H

A
T

 IT
 IS

 
T

R
U

E 
IM

PR
O

V
E

  
 

Proceed in line with your strategy, regulations, plans etc.! Measure and check! 
Publish results!  

 

According to the method selected for improvement: 
ISO: 

certify the 
system 

CAF, EFQM: 
carry out self- 

assessment  

Benchmarking/ 
benchlearning: 

compare yourself 
to others  

LA 21: 
verify acc. 
to LA21 
criteria 

BSC: 
evaluate the 

indicator 
table 

Others: compare 
plan with reality 

  
ne  
 

START  
 

Make a decision on improving the quality of citizens’ lives 
and improving the quality and efficiency of public services  

 D
E

C
ID

E 
 

 Define:  
- areas of quality of life  
- public services you want to improve 
 

Identify:  
 - groups of citizens – customers of your services  
 

Do we know and fulfil the expectations and needs of our 
customers/citizens? Are they satisfied?  

 

Analyse, find causes, plan and 
implement measures, verify and 

measure results 
 

no  
 

yes  
 

Do we know and are we able to make sure there are 
resources to make customers/citizens satisfied?  

 

Are our processes defined in a way to ensure sufficient 
resources and satisfaction of customers/citizens?  

 

Do we have sufficient knowledge to make it?  
 

U
N

D
E

R
ST

A
N

D
 C

IT
IZ

E
N

/ 
C

U
ST

O
M

E
R

 E
X

PE
C

T
A

T
IO

N
S 

A
N

D
 

N
E

E
D

S 

SA
Y

 W
H

A
T

 Y
O

U
 D

O
 A

N
D

 H
O

W
 Y

O
U

 D
O

 IT
, 

M
E

A
SU

R
E

 A
N

D
 IM

PR
O

V
E 

Incorporate everything into the strategy, plans, organisational 
structure, internal regulations, measurement methodologies etc.  

 

Do you need external help?  
 

yes  
 

Learn from others (benchlearning),  
use consultants etc.  

 

Analyse, find causes, plan and 
implement measures, verify and 

measure results  
 

no  
 

yes 
 

Analyse, find causes, plan and 
implement measures, verify and 

measure results 
 

no  
 

yes 
 

Analyse, find causes, plan and 
implement measures, verify and 

measure results  
 yes  

 

no  
 

no  
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 Prerequisites 
 

Innovation and learning 

Results 
 

 Leadership  
 

Policy  
& strategy  

 

People 
 

Partnerships 
& resources  

 

Processes  
 

People 
results  

 
Customers 

results  
 

Society 
results  

 

Key 
results of 
efficiency 

 

10 %  
 

9 %  
 

9 %  
 

9 %  
 

6 %  
 

8 %  
 

15 %  
 

20%  
 

14 %  
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 Prerequisites 
 

Innovation and learning 
 

Results 
 

1  
 Leadership  

 
2  
 

Strategy 
 and planning 

 

3.  
Employees 

 

4.  
Partnerships 
and resources  

 

5  
  Processes  

 

7.  
Results in relation to 

the employees  
 

6. Results in relation to 
the citizens/  
customers 

 
8.  

Results in relation to  
the society 

 

Key  

 of efficiency  
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BSC CAF

Originally 
intended 
for

Monitoring and measuring performance 
that creates added value

Total quality management, finding the culture of 
excellence

Objectives 
of the me-
thod

- improving strategic and financial performance 
- transferring the strategy of the organisa-
tion into specific activities, communication 
and monitoring 
- orientation towards successful manage-
ment of the organisation
- orientation towards successful activities

- continual improvement through encouraging the 
evaluation of good practices (examples in sub-criteria) 
- finding strengths and room for improvement 
- action plans

Results Interlink the strategies and relationships 
using indicators in 4 perspectives 

Evaluation of the quality of management, processes 
and results using 9 criteria of the model

A p p r o a -
ches

- examples for the macro-level 
- strategically oriented 
- process oriented 
- includes the prerequisites
- oriented towards the future
- prepared specially for every organisation: 
objectives and measurement

- detailed diagnostics using self-evaluation perfor-
med by the staff
- process oriented 
- emphasis on evidence
- oriented towards the present: a snapshot of the 
current situation at the given moment
- framework for improvement, the same for all types 
of organisations

Present - 
future

BSC: “Is what we would like to accomplish 
in the future.” 

CAF: “Is it what we are accomplishing now.”

Focus and 
priorities

The focus is on the greatest problems selec-
ted by the management

Complete evaluation, no priority areas

 
Continual improvement of the quality management 

systém 

Customers / 
citizens and 

actors 
 

 
 

Satisfaction 

Obligation of the 
management 

Measurement, analysis 
and improvement 

A change in the 
quality of life, the 

provision of a 
public service 

Result 

Resource 
management 

Customers / 
citizens and 

actors 
 

 
 

Requirements 
for 
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 The benchlearning 
Cycle 

 

4. Implement  
(best practices adjusted 

to your authority), 
evaluate and repeat  

  
 

1. Plan  
(to do what, how, 
when, with whom)  

 

3. Analyse  
(areas for learning, results 

and areas for 
improvement)  

 

2. Collect and 
compare  

(interesting practices 
and results)  

 

Benchlearning 
project 
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Source Text of definition

World Business Council for 
Sustainable Development, 1997

Corporate social responsibility of an organisation is the continuing commit-
ment behave ethically and to contribute to economic development while 
improving the quality of life of the workforce and their families as well as of 
the community and society at large.

European Commission, Green 
Paper (Promoting a European 
framework for corporate so-
cial responsibility)

Corporate social responsibility of an organisation is a concept whereby compa-
nies integrate social and environmental concerns in their business operations and 
in their interaction with stakeholders on a voluntary basis

National Quality Award of the 
Czech Republic – Statutes, 
2009 (see www.npj.cz)

In their behaviour, socially responsible organisations take account of the needs of their 
environment, both internal and external, in order to contribute to sustainable develo-
pment, be transparent and generally promote the overall improvement of the conditi-
on of the society, both within and beyond the scope of their commercial activities.
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 General definition of satisfaction:  
Satisfaction is customer perception of the degree 

to which his requirements have been met 

Citizen satisfaction with life 
and all that is happening in a 
municipality, region or self-

governing region is these 
citizens’ perception of the 

degree to which their 
requirements for the quality of 
life in the municipality, region 
or self-governing region have 

been met.  

Satisfaction of the customers 
of an authority is these 

customers’ perception of the 
degree to which their 

requirements for the provided 
service/product have been met.  

 

Employee satisfaction is these 
employees’ perception of the 

degree to which their 
expectations and requirements 

for the working conditions, 
their role or fulfilment of tasks, 

the management of the 
authority etc. have been met. 
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No response

Very dissatisfied

Slightly dissatisfied

Slightly satisfied

Very satisfied
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1. People (HR)  

 
2. Processes  
 

3. Technologies  
 

Knowledge mgmt =  
the balance of the 
people – processes –
technologies 
relationship  
  
 

 

 4. Act (Reinforce results) 
– What measure must I take 

to improve or repeatedly 
achieve the results?  

(implement measure)  
  
 

2. Do – implementing what 
has been planned (put the 
plan into practice)  
 

1. Plan – what we want to improve and 
how (draw up a plan)  

 

3. Check – review: Have we accomplished the objectives 
and required results? (perform a review, draw up a control plan 

and implement it)  
 

A  
 

D  
 C  

 

P  
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Employed quality method 
or tool

Use before or 
alongside the CAF

Envisaged future use

Order according to the frequency of use

ISO 9001 with and without 
certification

1. 8. - 9.

Customer satisfaction surveys 2. 2.

External and internal audits 3. 6.

Employee satisfaction surveys 4. 1.

Project management 5. 5.

Balanced Scorecard 6. 4.
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Giving  
(exercise, performance) by 

public administration:  
good-quality and efficient 

administration and services  
+  

investments for 
development 

and modernisation 
  
  
 

Taking  
(counter-value, payment):  

 taxes from tax payers 
 +  

 price for services and the 
amount of fees (unless 

they are provided free of 
charge) 

Perception of 
balance 

(satisfaction)  
by citizens and tax 

payers  
  

The balance between ‘giving and taking’ (fairness)  
  
 

The balance between ‘giving and 
taking’ has been achieved; it is 
perceived by the citizens (and tax 
payers) as fair. The criterion is the 
harmony between individual 
preferences and the public interest. 

Watch out for 
the debt rate 
míru 
zadlužování  
  
 

Watch out for 
externalities 
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Term Explanation according to the CAF-2006 model

Economy Economy and spend-thrift refer to prudent financial management including 
reducing costs through more efficient procurement and saving money without 
affecting the quality of outputs or objectives.

Effectiveness Effectiveness is the relation between the set goal and the impact, effect or 
outcome achieved.

Efficiency Outputs in relation to inputs or costs. Efficiency and Productivity may be 
regarded as one and the same. Productivity may be measured in ways 
that capture either the input of all factors of production (total factor pro-
ductivity) or a specific factor (labour productivity or capital productivity).

Cost Effectiveness The relationship between the effects that are implied by the goals of the 
organisation and the costs – possibly including the full social cost – of 
achieving them.

Resources Resources include the knowledge, labour, capital, buildings or technology an 
organisation uses to perform its tasks.

 Cost effectiveness 
  
 

Economy 
  
 

Objective 
  
 

Effectiveness 
  

Resource
s 
  
 

Output 
  
 

Outcome/impact  
  
 

Activities 
  
 

Efficiency 
  
 

Goal achievement 
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Question Supplementary reference question Note

Is there a lowest rational 
limit for minimum costs 
with respect to the sub-
ject-matter of performan-
ce of the public contract?

If there is such a limit and one of the ten-
ders is considerably below the limit, does 
the bidder’s analytical documentation pro-
vide sufficient arguments to justify such a 
low price?

The documentation is prepared by 
the contracting authority as part 
of the ex ante audit.

Is it advisable to only use 
the lowest tender price 
criterion for the given sub-
ject-matter of performan-
ce of the public contract?

If the contracting authority considers the 
lowest tender price criterion to be the only 
criterion for tender evaluation, can the con-
tracting authority demonstrate in the analy-
tical documentation that the subject-matter 
of performance of the public contract is not 
contrary to purposefulness and effectiveness?

The contracting authority demon-
strates this fact in the analytical 
documentation and is responsible 
for the conclusions of the documen-
tation to be incorporated into the 
contract documentation.
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Producti-
on unit

Costs 
(monetary units)

Number of produced 
units 

(physical units)

Productivity (%) in 
comparison to the 

best production unit, 
i.e. C

A                 1 10 28,6

B 1 20 57,1

C 1 35 100,0

D 1 17 48,6

Chytrá ve�ejná správa -18. 12. aj.indd   124 21.12.2009   21:07:38



125

Producti-
on unit

Costs 
(monetary units)

Number of produced 
units 

(physical units)

The indicator of cost 
effectiveness 

(costs/number of 
produced units)

E 10 10 1,00

F 15 20 0,75

G 20 35 0,57

H 12 17 0,71
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Localisation of questions Question

Questions at input Are the given inputs proportionate in relation to the objectives? 

How effectively have used inputs been transformed into outputs?

Questions in relation to ob-
jectives 

Do the objectives correspond to public needs?

Are the objectives consistent? 

Is there not redundancy of objectives?

Are the objectives evaluable?

Have indicators suitable for evaluating the objectives been defined?

Questions at output Can the results be compared with the objectives?

Are the results evaluable?

What degree of compliance with the set objectives do the accomplished 
results display?

Does the initial calculation of resources correspond to the resources that 
have actually been used?

Are the results used by the target group?

What is the target group’s satisfaction level?

 Public administration’s  

production system  

(objectives)  

  

 

Quantified 
input  
  
 

Comparing results to objectives 
  
 

Output 
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Process/ 
activity

Poten-
tial risk

Conse-
quences 

if risk 
materia-

lises

Cause 
of risk 
occur-
rence

Current situation Proposed 
measure

Is 
th
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e 

pr
es

en
tly

 a
 

m
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 f
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r-
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n
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Process/ 
activity

Potential 
risk

Conse-
quences if 
risk materi-

alises

Cause of 
risk occur-

rence

Současný stav Proposed 
measure

Investment 
activity

Corruption Higher pri-
ce for work

Corrup-
tibility of 
decision-
makers 

Compl. 
with 
law

10 5 4 200
Drawing 
lots for 
commission 
members 

Violation 
of the law

Fine or 
higher pri-
ce for work

Ignorance Compl. 
with law 5 2 4 40 -

C i r c u m -
venting the 
law in or-
der to spe-
ed things 
up etc.

Compl. 
with 
law

5 5 4 100
Fine the 
responsible 
employees

Is
 t

he
re

 
pr

es
en

tly
 a

 
m
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su

re
 f

or
 

av
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tin
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Sample project 
title:

Metro-
politan 
network

Sewera-
ge avai-
lability

Regene-
ration

Mar-
keting 
in the 
tour. 
industry

Retrai-
ning

Explanatory notes: 

Budget ! ! O O OK OK - everything is OK, 
no problems 
O - OK, problems are 
addressed 
! - in jeopardy
!! - a serious problem

Deadlines, activities O OK O OK OK

Outputs/results O OK !! OK OK
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No Type of wasting Sample description in the 
for-profit sector

Sample description in public admi-
nistration

1. Superfluous processing More value is added than what 
the customer pays for

Regulations and legislation are fol-
lowed that are excessive or useless

2. Useless work More is produced (done) than 
what is necessary

Work is done on unnecessary activities 
and senseless tasks

3. Waiting and idle time Due to shortcomings, bad pro-
cedures, idle time

Underutilised workforce, idle time due to bad 
organisation of work and poor management 

4. Stock (and assets) Products, material or informati-
on awaiting processing

Excessive material, stock, but also idle 
assets, bad investments

5. Mistakes The same activity needs to be 
performed one more time 

The same activity needs to be perfor-
med one more time, wrongly assigned 
tasks, poorly prepared activities

6. Transportation (and 
logistics)

Excessive movement of mate-
rial, people and information 
from place to place

Excessive movement of material, peop-
le and information from place to place, 
from building to building

7. Movement Useless movements, bad work-
place ergonomics

Useless movements, bad workplace 
ergonomics

Sometimes, wasting people’s creativity, opportunities and local conditions is also listed as the eighth 
type of wasting.
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Name of method Budgeting criterion Note 

Zero-based budgeting 
(ZBB)

Start from zero-basis, cre-
ation of ‘packages’ taking 
account of transformation 
objectives, addition of pro-
gramme activities up to a 
politically defined amount

Advantage: 
• suitable for a comprehensive transformation of 
the department, 
• an evident overview of the programmes in pur-
suance of transformation objectives. 
Disadvantage: 
• zero-basis is re-examined every year, 
• not suitable for use as a universal method beyond 
the medium-term horizon

Target budgeting Public expenditure budge-
ting that is based on the 
share of cost elements in 
the targets

Advantage: 
• suitable for use in administrative units (e.g. the cen-
tral administrative level) and for auxiliary elements. 
Disadvantage: 
• financing into the organisational structure. 

Programme 
budgeting

Share in the accomplis-
hment of objectives that 
are broken down into the 
programme structure

Advantage: 
• systemic linkage of resource allocation, 
• targeted restrictions, 
• transparent allocation. 
Disadvantage: 
• a management problem resulting from the fact 
that the organisational and the programme structu-
res exist in parallel (‘two-track’ management).

Performance  
budgeting

Share in objectives me-
asured in the form of 
performance 

Advantage: 
• a performance indicator system that allows for measu-
ring the performance of cost elements. 
Disadvantage: 
• if budgeting is not performed into programmes, 
purposeful resource allocation as such may not be 
ensured. 

Functional budgeting Share in the fulfilment 
of activities 

Advantage: 
• a transparent view of the cost-based evaluation of acti-
vities. 
Disadvantage: 
• the purposefulness criterion is not necessarily monitored. 

Budgeting for Results A global grant is appro-
priated and managed 
on the basis of the ide-
as of new public mana-
gement 

Advantage: 
• managers and cost centres have economic interest in 
the effective use of resources. 
Disadvantage: 
• little experience thus far, 
• adequate legislation governing budget rules is needed 
in the Czech Republic.
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Problem question Measures (government activity) 
for solving the problem question

Have we accomplished what we wanted to accomplish? Evaluate objectives! 

In order to accomplish the objective, have we done 
what was originally intended?

Compare objectives and results! Check the 
results!

Is there a difference between envisaged and actual costs? Perform cost calculation and compare it 
with the original calculation!

Problem question Measures (government activity) 
for solving the problem question 

What do we want to accomplish? Define objectives!

How to accomplish it? Define resources!

How much will it cost? Define costs!
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Performance 
perspective

Measurement method Suitable method used

Economic effici-
ency 

Costs at inputs CMA (cost-minimisation analysis), 
comparing inputs to standards

Cost effectiveness Costs / unit of output CEA (cost-effectiveness analysis) 

Purposefulness 
Envisaged objective / fulfilment CUA (cost-utility analysis), % ac-

complishment of objective, utility 
measured on a scale

Fulfilment of stan-
dard

Comparing result to accepted standard Comparison, benchmarking

Fulfilment of com-
petences

Compliance with law and, as the case 
may be, regulation

 Structural-functional analysis, con-
tent analysis

Quality of services User properties Exploration methods
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3E audit forms impo-
sed on public sector 
managers by the Act 

on Financial Audit

Methods and ways of per-
formance indicator auditing 

Note 

Ex ante Audit Determines economic effici-
ency, effectiveness and purpo-
sefulness indicators for expen-
diture activities at the time of 
expenditure activity planning. 

Provided by the Act on Finan-
cial Audit (Sec. 26) 

Interim audit Monitors both the conti-
nuous fulfilment of perfor-
mance indicators and the ac-
counting and documentation 
correctness of implemented 
expenditure activities.

Provided by the Act on Finan-
cial Audit (Sec. 27 and 28) wi-
thin the internal audit system

Ex post audit Evaluate the degree of ful-
filment of performance indi-
cators once the expenditure 
activity is completed. 

Provided by the Act on Finan-
cial Audit (Sec. 27 and 28) wi-
thin the internal audit system
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 Successful project 
 

Achievement of objective 
  

Examples:  
- target values achieved,  
- all activities fulfilled,  
- outputs, results and 

impacts achieved,  
- monitoring parameters 

fulfilled.  
-  

Compliance with costs 
  

Examples:  
- project budget met,  
- project financial 

indicators fulfilled.  
  

  
 

Meeting the deadline 
 

Examples:  
- time schedule met,  
- final deadline met,  
- schedule of activities met.  
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 Project management 
cycle (phases)  

 

4. Evaluation, 
completion,  
settlement,  

subsequent audits 
  
 

1. Planning,  
preparation and submission 

of application 
(to do what, why, how, when, 
where, for what, with whom) 

3. Implementation: project 
management and controlling  
(accomplishing the objectives, 
meeting the schedule and the 

budget)  

2. Waiting for the 
decision 

(approval/disapproval/ 
rejection/modification of 

conditions)  
 

Project management: 
planning, organising, 

directing and controlling the 
project  
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Level Document Responsibility for Sample activities

The national 
coordinator

National Stra-
tegic Reference 
Framework 
(NSRF)

NSRF 
objectives

NSRF 
indicators

NSRF 
resources

NSRF programming (pro-
gramme preparation), 
planning, coordination, 
methodical management, 
monitoring, evaluation

Managing au-
thorities

Operational pro-
grammes

Objectives 
of the OP

Indicators 
of the OP

Resources 
of the OP

Programme preparation, 
planning, management, 
controlling, monitoring, 
evaluation

Applicants Projects Project ob-
jectives

Project indi-
cators

P r o j e c t 
costs

Preparation, planning, or-
ganising, managing, con-
trolling, evaluation, subse-
quent audits

^^

^ ^ ^

^
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Source of definition Definition

The report Our Common Fu-
ture (1987)

(Moldan, 2001, chapter 5): It is such a development which ensures that 
the needs of the present society are satisfied without compromising 
the possibility of future generations to satisfy their own needs. In other 
words: economic development that does not destroy the natural resou-
rce basis and the environment. 

Czech legislation (1992) (Act 17/1992 on the environment, Section 6): Permanently sustainable de-
velopment of the society is such a development that preserves future ge-
nerations’ ability to satisfy their basic needs while, at the same time, it does 
not reduce the diversity of nature and preserves the natural functions of 
ecosystems.

The Czech Republic Strategy 
for Sustainable Development
(2004)

(The government of the Czech Republic, 2004, p. 3): The objective is such a 
development that ensures a balance between the three fundamental pillars: 
social development, economic development and environmental protection, 
as was symbolically proclaimed in its motto: people, planet, prosperity. The 
essence of sustainability lies in the attainment of the following three basic 
objectives: (1) social development respecting the needs of all, (2) efficient 
protection of the environment and prudent use of natural resources, and 
(3) the maintenance of a high and stable standard of economic growth and 
employment.

The definition adopted by the 
government of the United 
Kingdom

(Moldan, 2001, chapter 5): Sustainable development ensures a better 
quality of life for everyone, now and for generations to come. To that 
end, four objectives need to be accomplished at the same time: (1) so-
cial progress which satisfies the needs of everyone, (2) efficient prote-
ction of the environment, (3) prudent use of natural resources, (4) the 
maintenance of high and stable levels of economic growth.

The definition of the social 
ecologist Ivan Rynda 

(Rynda, In Huba, 2002, p. 61): Sustainable development is a compre-
hensive set of strategies which make it possible to satisfy human needs, 
material, cultural and spiritual, using economic instruments and technolo-
gies, while fully respecting the environmental limits; to make this possible 
within the global scope of today’s world, their social-political institutions 
and processes must be redefined locally, regionally and globally.
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Sustainable 
development: the 
economic, 
environmental and 
social perspectives 
(interests) are kept in 
balance in a given 
territory (the territorial 
dimension)  
 

Economic 
dimension 

 

Social 
dimension  

 

Environmental 
dimension  

 

Territorial dimension 
– local, regional, national, global 

levels  
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A  
Quality and 
sustainabi-
lity of life 

 

  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
 

B7  
Competitive-
ness of the 
economy  

  
 

C4  
Relations 
with the 
EU and 
with the 

world 
 

C3  
Market, state 
and the civic 

sector in  
mutual 

relationships  
  
  
  
  
  
  
 

C2  
Good 

governance,  
administratio

n of public 
matters 

C1  
National 
identity 

and 
values  

 
B1 Social cohesion 
 

B2 Education, research and development, informatisation 
 

B3 Employment and the labour market 
 

B4 Demographic development, family and health 
 

B5 Security 
 

B6 Environment, territorial potentials of development 
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Objective conditions 
 

Subjective perception 
 

Overall 
 
Human Development Index  
 

Overall life satisfaction 
Life optimism  
 

In partial areas of quality of life  
 

Individual development potentials 
(B) and formative regulators (C) 

Selected partial areas 
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Define the subject-matter of the problem! 

Set the objectives for problem analysis and definition! 

Judge available methods for problem analysis and definition! 

Select a suitable method! 

START 

END 

Apply the selected methods according to a special methodology and recommend further 
procedure! 
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Judge the given problem in detail! 

Specify the implementing party for the analysis! 

Compile a preliminary actor list! 

Identify in detail the individual actors and their positions! 

START 

END 

Classify individual actors into classification groups and schemes! 
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Perform a framework clarification of the problem! 

Identify individual actors! 

Compile an actor list! 

Identify individual actors and characterise their positions! 

START 

END 

Set classification criteria and classify individual actors into classification groups! 
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Actor type 
(actor group)

Identified actors in a 
given group 

(names, institutions etc.)

Characteristics of indiv. actors
according to reference attributes

Reference 
attribute R1

Reference 
attribute R2

Reference 
attribute  R

n

Positive actors
K

1

K
2

Kn

Negative actors
Z

1

Z
2

Z
n
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Perform a clarification of the content of the problem! 

Search for individual limitations to the problem! 

Classify individual limitations into groups of fixed and variable limitations! 

Perform an analysis of the given limitations in relation to problem solving! 

START 

Propose recommendations for changes in the structure of variable limitations, taking 
account of the manner of problem solving! 

END 
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Initial 
government 
decision 

Event 1  
 

Event 2  
 

Final effect 
 

Fig. 50: The problem as a whole (e.g. the ‘Internet to Schools’ project) 
 
 
  
 
 
 
 Retrospective event analysis 

 

Compare the final result with the originally set objective! 

Based on the comparison between the result (the final effect) and the original objective, 
look for causes of the determined situation! 

Find out what event preceded the final effect! 

Look for a chain of events within the context of the ‘cause – effect’ logic! 

START 

END 

Perform a summary analysis of the overall situation and suggest recommendations! 
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Perform a framework clarification of the problem! 

In view of the framework clarification of the problem, select discussion participants! 

Gather discussion participants and indicate the discussion rules! 

Open the discussion and note down individual suggestions! 

START 

END 

Evaluate individual suggestions and select the best suggestion! 
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Problem formulation

Round 1 Round 2 Round 3 Round 4 Round 5 Round 6

Solution 1

Solution 2

Solution 3

 

Select discussion participants! 

Send to brainwriting participants an invitation including the title of the problem! 

Gather brainwriting participants and present rules for generating ideas! 

Start written generation of suggestions! 

START 

END 

Perform the evaluation of suggestions and select the best solution! 
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Define the problem! 

Define the consequences (the effect) of the given problem! 

Identify possible causes of the given effect in the form of a tree of causes! 

For each identified cause, search for a tree of factors connected with the given cause! 

START 

END 

Look for a solution for eliminating the negative problem! 
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More resources 
consumed than 
budgeted 

Calculation 
problem 

Audit 
problem  
 

Error in calculation 

Updated standards 
 

Audit only in accounting 
 

There is no feedback 
 

 
Information 
problem 

Bad input information 
 

There is no ‘forward’ feedback 
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Define the problem! 

Create the fish backbone and write the main problem into it! 

Draw the fishbone! 

Based on brainstorming, discuss the possible causes of the given situation and place them 
at the end of each branch! 

START 

END 

Detail the cause-and-effect relationship in the form of additional branches and sectors! 

Compile the final report! 

 

Ineffective allocation (the main effect) 

Budget method  
 

The manner 
of budgeting 
 

Financing of institutions

Senseless budgeting 
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Judge the given problem in detail! 

Define the individual dimensions of the problem! 

Put together a table with questions for dimensional analysis! 

Answer the questions while taking account of the problem that is being examined! 

START 

END 

Complete the table for dimensional analysis! 

Comment on the problem that is being addressed! 
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Dimension Criterial question Questions for problem analysis within the 
given dimension

Answers to 
questions 

asked

Subject What? What is going wrong? What does not work? What 
cannot be implemented?

Spatial Where? Where is the problem taking place? 

Time When? When did (does) the problem occur?

Quantitative How many? 
How big?
How many parts?
Etc. 

How many causes does the problem have? 
How big are its impacts?
How many parts does the problem consist of?

Qualitative What is...? What is the nature of the problem?
What is the quality of the given property?

Etc. ... ... ...
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Judge the given problem in detail! 

Take account of the essence of the problem and identify individual causes! 

Define the ‘genera’ (the type) of identified causes! 

Define the ‘species’ (the category) of individual causes! 

START 

END 

Put together a classification tree of the causes of the problem! 

Perform a summary commentary! 

Type of risk Categories 
of risk 

The given case of risk 

External Military Invasion of the Czech Republic by country X

Non-military A terrorist attack by foreign agents against target Y

Internal Natural The flooding of area A due to a natural disaster.

Ecological An accident at chemical plant Z.

political Destabilisation of the state and mounting unrest due to phenomenon P. 

... ...
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Judge the given problem in detail! 

Identify the main factors of the problem! 

Define the cause-and-effect relationships! 

Analyse the individual causal relationships and the conditions under which they work! 

START 

END 

Pin down the given relationships in the form of a diagram! 

Suggest a way to solve the problem! 
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Cause Cause-and-effect 
relationship

Effect

The demand for the modernisation 
of the region and an investment in-
centive for modern technologies

> The construction of a new modern 
plant 

A new modern plant > New job opportunities 

New job opportunities > A decrease in the unemployment in 
the region 

A decrease in the unemployment in 
the region

> The region that was originally lagging 
behind levels with other developed re-
gions (modernisation of the region)

 

Investment incentive 
C1  
 

Construction of a new plant 
E1 C2 

New job opportunities 
E2 C3 

Decreased unemployment 
E3 C4  
 

Modernisation of region 
E4 

C1  
 

E1 C2 

E2 P3 
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Judge the given problem and the classification criteria in detail! 

Select a suitable classification criterion! 

Determine the genera (types)! 

START 

END 

Set the dichotomous classification criterion and perform dichotomous 
classification! 

Is it advisable to use 
dichotomous 

classification? 

Determine the species (categories)! 

END 

Place the problem in the corresponding category! 
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Criterion Classification into dichotomous classes

Fairness Fair Unfair

Reliability Reliable Unreliable 

Achievement of prescribed performance Performing Underperforming 

 Generic term  
(‘public expenditure’)  

 

‘Investment public expenditure’ 

‘Subsidised investment expenditure’ 

Chytrá ve�ejná správa -18. 12. aj.indd   170 21.12.2009   21:07:45



171

 

Choose and draw a central key word in the middle of the presentation! 

Generate other key words to the central key word! 

Look for and sketch in the links between all key words! 

Select and graphically highlight the key topics! 

START 

END 

Have a discussion over the created mind map! 

Based on the discussion, complete the map and formulate a conclusion! 
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FUNCTIONING 
TREASURY 

Reformed system of 
budgeting 
 

Cost accounting 
 

State budget designed on the cost-
accounting principle 
 

Integrated 
information system 

Performance 
audit 
 

External and 
internal audit 

Preparation of staff 
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Identify the negative impacts resulting from the central problem! 

Perform the classification and the aggregation of the negative effects according to the 
affinity criterion! 

Identify the areas of causes that bring about the central problem! 

Perform the classification and the aggregation of the causes according to affinity! 

START 

END 
 

Sketch identified causes and effects into the problem tree! 

 

Verify the tree’s logic and perform final modifications! 
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Effect E1 Effect E2 
 

Effect E3 
 

CENTRAL 
PROBLEM 

Effect of causes C1 and C2 as the 
induced cause of problem IP1 

Cause C2 

 
Cause C3 Cause C4 

 
Cause C5 

 

Effect of causes C4 and C5 as the 
induced cause of problem IP2 

 

Cause C1 
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07/07  
 

06/09  
 

01/08  
 

07/08  
 

12/08  
 

  

Setting up the strategic team, 
initial training 

  
Selecting benchmarks at 

the top level  
(TOP Level BSC)  

 

Implementing TOP Level 
BSC  

 Cascading to the level of 
selected departments  

  

  

  
  
 

BSC  
 

Setting up the impl. team, framework 
analysis of the current condition of mgmt 

Controlling & reporting  
 

CAF  
 

The preparatory phase, putting together 
and training the evaluation team 

 

Individual evaluation and 
consolidation 

Approving the 
Action Plan  

 

Defining the requirements of individual 
management levels for the C&R  

Creating the basic concept 
 

Designing a 
methodology 

for risk 
management 

 

  

Creating the 
methodology 
for describing 

processes  

 

  

Suggesting 
performance 

benchmarks for 
individual 

departments in 
pursuance of the 

BSC  

 The plan of 
main tasks  

 

Identifying, 
monitoring and 

suggesting a risk 
mgmt system 

Identifying, 
describing 

and mapping 
the processes 

  
Describing perspectives and 

strategic topics  
 

Recommendations 
and comments,  
preparing the 
Action Plan  

 

Optimising the C&R system  
Analysing and suggesting solutions in 
the area of assigning, monitoring and 

evaluating priority tasks 

Measuring 
the employee 
satisfaction 

index 
spokojenosti 
zaměstnanců  

 

 
 
 
 
 
 
 
 
I
M
P
L
E
M
E
N
T
E
D 
 
 

  
  

P
L
A
N
  
 

  
  
  
  
  
  

Fulfilling the 
Action Plan  

 

Linkage to both remuneration and the motivation system 
 

Final report, evaluation 
and presentation of 

results  
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BSC – strategic map The BSC – links to the C&R Links to the CAF

Visions and priorities ‘The fulfilment of the Plan of Main Tasks 
of the MRD’ benchmark – monthly in-
formation about the progress of the ful-
filment of tasks that are included in the 
Plan (including individual milestones) is 
submitted to the Minister’s meeting 

1. Leadership, 5. Processes, 9. Key 
performance results; this is part 
of the Action Plan for improving 
efficiency  

The ‘Interests and needs of 
partners / customers’ per-
spective 
The ‘Transparent and friendly 
administration’ strategic theme

‘The share of timely processed complaints’ 
benchmark – part of quarterly information 
evaluating BSC benchmarks at the top le-
vel (submitted to the Minister’s meeting)

4. Partnerships and resources, 5. 
Processes, 6. Customers / citizens 
– results; a task of the Action Plan 
for improving efficiency 

The ‘Finance’ perspecti-
ve
The ‘State budget’ strate-
gic theme

The ‘Budget drawing’ benchmark – part 
of monthly information for the Minister, 
compliant BSC benchmarks at the top 
level

4. Partnerships and resources, 5. 
Processes, 9. Key performance re-
sults; linkage to a task of the Acti-
on Plan for improving efficiency 

The ‘Internal processes’ per-
spective 
The ‘exercise of state ad-
ministration (decision-ma-
king in administrative pro-
ceedings)’ strategic theme

‘The number of decisions for which the 
time limit prescribed by law has been ex-
ceeded / the total number of decisions’ – 
part of quarterly information evaluating 
BSC benchmarks at the top level (submit-
ted to the Minister’s meeting)

4. Partnerships and resources, 5. 
Processes, 6. Customers / citizens 
– results, 9. Key performance re-
sults; linkage to a task of the Acti-
on Plan for improving efficiency 

The ‘Learning and growth’ 
perspective 
The ‘Identification with the 
Ministry’ strategic theme

‘The employee fluctuation’ benchmark – 
part of quarterly information evaluating 
BSC benchmarks at the top level (submit-
ted to the Minister’s meeting)

3. Employees, 7. Employees – re-
sults; linkage to a task of the Acti-
on Plan for improving efficiency 
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 Overall CAF evaluation – the Ministry for Regional Development 
rozvoj  
 

47.30  
 

43.60  
 

38.53  
 

57.95  
 

55.49  
 

36.93  
 

18.90  
 

45.14  
 

43.49  
 

43.04  
 

0  
 

5  
 

10  
 

15  
 

20  
 

25  
 

30  
 

35  
 

40  
 

45  
 

50  
 

55  
 

60  
 

65  
 

Leadership 
 

Strategy and planning 
 

Employees 
 

Partnerships and resources 

Processes  
 

Customers/citizens – results  
 

Employees – results 
 

Society – results 
 

Key performance results 
 

Average 
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The Ministry for Regional Development: employee satisfaction, 2007  

(1 – highly satisfied, 5 – deeply dissatisfied)  
  
 

2.22  
 

2.06  
 

2.06  
 

2.42  
 

2.13  
 

2.44  
 

2.30  
 

2.75  
 

0.00  
 

0.50  
 

1.00  
 

1.50  
 

2.00  
 

2.50  
 

3.00  
 

Job content 
 

The management area  

The functioning of the staff  
 

Working environment 
 

Support for individual development 
and remuneration for work  

 
MRD – employer, respect for equal 

opportunities 
 

Respect for an individual’s skills 
and for cooperation 

 
MRD rating 
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De-
signa-
tion

Name of measure Unit Measu-
rement 

frequency

V The fulfilment of the Plan of the Main Tasks of the MRD (% 
timely fulfilled)

% monthly

Z1 Fulfilment of the communication strategy % 4 times a year

Z2 Complaints: a) percentage of timely processed complaints,
b) the total number of complaints received

% 
received com-

plaint
4 times a year

Z3 The fulfilment of the indicators of individual EU programmes:
fulfilled / being fulfilled / at risk / not being fulfilled

programme 4 times a year

F1 Budget drawing: a) budget drawing / aliquota, 
b) the volume of budget drawing, 
c) the cumulative number of budget measures

%
CZK thousands 
budget measure

monthly

F2 MRD’s total expenditure less subsidy expenditure: a) change, 
b) the volume of total expenditure

%
CZK thousands 4 times a year

F3 Subsidies for national programmes: a) change in subsidy 
amounts,
b) subsidy amounts

%
CZK thousands 4 times a year

F4 MRD’s operational costs CZK thousands 4 times a year

F5 The allocation and disbursement of EU resources:
fulfilled / implemented / at risk / not fulfilled

programme monthly

I1 The number of decisions for which the time limit for issuing a 
decision that is prescribed by a legal regulation was exceeded: 
a) the number 
b) the number / the total number of decisions

submission
%

4 times a year

I2 The percentage of timely fulfilled tasks % monthly

U1 The employee satisfaction index index ročně

U2 Employee fluctuation % monthly

U3 Budgetary posts: a) number: total / SB / TA ,
b) percentage change: total / SB / TA

job% twice a year

U4 The number and the share of budgetary posts for executive 
staff: a) the number of posts for executive staff,
b) the share of posts for executive staff

posts
% twice a year

Chytrá ve�ejná správa -18. 12. aj.indd   180 21.12.2009   21:07:48



181

2.1.  
 

# ID  
 

Project title 
 

Sponsor 
 

Prepd by  
 

Source of task 
 

Č. m.  
 

Milestone 
 

PDM  
 

ADM  
 

Status  
 

2.  
 

N1  
 

Annual financial statements of the 
State Housing Development Fund for 
2007 and Annual Report about the 
Fund’s activities 
 

NM K.  
 

SFRB  
 

Plan of Non-
Legislative Gvnmt 
Tasks 2008  
 

  
 

  
 

  
 

  
 

PTP 
31.3.2008 
fulfilled 

 
   

 
  
 

  
 

  
 

  
 

  
 

distrib. of the material 
to inter-departmental 
comment procedure  
 

22.2.
2008  

 

22.2.
2008  

 

fulfilled  
 

  
 

  
 

  
 

  
 

  
 

  
 

2.2.  
 

submission of the report 
to the government 

18.3.
2008  

 

18.3.
2008  

 

fulfilled 
 

30.  
 

O7  
 

Draft decree on technical 
requirements for structures (based 
on the Plan of Governmental 
Legislative Activities for 2007)  
 

1.NM P.  
 

OSŘ - 82  
 

Plan of 
Governmental 
Legislative 
Activities for 2007  
 

  
 

  
 

  
 

  
 

PTP 
30.6.2008 
fulfilled 

 

  
 

  
 

  
 

  
 

  
 

  
 

30.1.  
 

distrib. of the material 
to inter-departmental 
comment procedure  
 

  
 

15.1. 
2008  

 

fulfilled 
 

  
 

  
 

  
 

  
 

  
 

  
 

30.2.  
 

submis. of the material 
to minister’s meeting 

30.6.
2008  

 

30.6.
2008  

 

fulfilled 
 

  
 

 
 

  
 

  
 

  
 

  
 

30.3.  
 

submis. of the material 
for the meeting of the 
government's 
Legislative Council  
 

30.6.
2008  

 

23.7.
2008  

 

fulfilled 
 

34.  
 C

M
2 

 

The ‘Housing Policy Framework’ 
material  
 

MC W.  
 

OBP - 77  
 

RM 64/2008  
 

  
 

  
 

  
 

  
 

PTP 
6.10.2008  

 
  
 

  
 

  
 

  
 

  
 

  
 

34.1.  
 

submission of the 
material’s basic theses 
to the minister’s meeting 

16.6.
2008  

 

  
 

  
 

  
 

  
 

  
 

  
 

  
 

  
 

34.2.  
 

distribution of the entire 
material to internal 
comment procedure 

31.8.
2008  

 

  
 

  
 

Planned term  
 

Real term 
 

N – Non-legislative 
task 

 

O – Other priority task  

Project or milestone threatened  

Milestone not fulfilled 
 

Project or milestone fulfilled in time 
 

Project or milestone fulfilled with delay 

MC – Project of 
Minister’s Trusties 
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 Territorial 
development 

policy  
 

  
Regional 

development  
 

Regional 
Development 

Strategy  
 

• Building- and 
territorial- 
administrative 
agenda  

• State aid in the 
renewal of 
territory affected 
by natural or 
other disaster  

• Public 
investment 

• Public auctions 

• Funeral services  

•  

 The MRD’s vision: The prosperity of 
municipalities and regions is our country’s 

prosperity.  
A respected, purposefully and effectively 

functioning Ministry that coordinates and 
creates conditions for sustainable 

development of the Czech Republic within 
Europe.  

 

Housing policy  
 

Urban policy  
 

Tourist industry 
policy 

 

The coordination of 
economic, social and 
territorial cohesion 

 

  

The operational 
programmes 

 

  
NSRF 

management  
 

National Strategic 
Reference 

Framework  
2007 – 2013  

 

  
Territorial 

development 
 

  
New competencies:  
  

?  
 

The Act on 
Competencies  

 

BSC priorities:  
• a respected partner for 

territorial self-government,  
• the coordination of cohesion 

policy and EU aid,  
• the development of towns and 

rural areas,  
• the strengthening of European 

territorial cooperation,  
• the renewal of territory after 

crisis situations,  
• a competitive tourist industry,  
• a functioning housing market.  

Visions and priorities 
set as part of the BSC  
 
Basic documents on 
which the MRD’s 
vision is based 
 
Basic competencies 
of the MRD  
 
Additional competencies 
of the MRD beyond the 
basic framework 

  
 

  
 

  
 

  
 

  
 

Other competencies 
of the MRD 
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Title and description Intended for

National Quality Award: For description see above. www.npj.cz The public sector, the business sector

The awards of the Ministry of the Interior for quality and 
innovation: For description see above.
www.mvcr.cz/kvalita

The public sector.

The Village of the Year competition: 
For description see above.
www.mmr.cz/Regionalni-politika/Soutez-Vesnice-roku

Municipalities with up to 5 250 residents, 
which have a strategic document addressing 
the development of the municipality, a village 
renewal programme or a programme for the 
development of their territory.

The historic town of the year: an award for the best preparation 
and implementation of a Programme for the Restoration of Urban 
Monument Preservation Areas and Urban Monument Zones. The or-
ganisers of the award are the Association of Historical Settlements in 
Bohemia, Moravia and Silesia, the Ministry of Culture of the Czech 
Republic and the Ministry for Regional Development, the award aims 
to give appreciation to municipalities that achieve the best results in 
the area of restoring urban monument preservation areas and urban 
monument zones.
www.shscms.cz

The towns and municipalities participating in 
the Programme for the Restoration of Urban 
Monument Preservation Areas and Urban Mo-
nument Zones

The Golden Coat-of-Arms Award: this is a competition for the 
best websites and electronic services of towns and municipalities. 
The competition is announced by the Golden Coat-of-Arms Associ-
ation. The competition aims to promote the modernisation of local 
and regional public administration through developing information 
services that are provided to the citizens and specific user groups 
via the Internet and other electronic media, thereby contributing to 
the development of quality of life in towns, municipalities and self-
governing regions of the Czech Republic. In 2009, the 11th year 
was announced.
http://zlatyerb.obce.cz

Towns, boroughs, municipalities and self-go-
verning regions of the Czech Republic.

The About People with People competition: This is an award 
for supporting local democracy and cooperation with NGOs: The 
competition is organised by the Centre for Community Work in 
cooperation with the Public Administration government weekly, 
the Partnership foundation, with financial assistance of the Euro-
pean Union and the Visegrad Fund, and under the auspices of the 
Ministry of the Interior of the Czech Republic and the Ministry of 
the Environment of the Czech Republic. What is evaluated here is 
the participation of the public in decision-making and the extent 
of both cooperation with non-governmental, non-profit organisa-
tions and their support. In 2009, the 6th year of the competition 
was announced. At the same time the competition is also held in 
Poland, Hungary and Slovakia. The winners from all four countries 
then compete for the title of the best project for public involvement 
in Central Europe. 
http://www.olidech-slidmi.cz

Municipalities, towns, boroughs, micro-regi-
ons, self-governing regions’ authorities and 
other institutions of public administration and 
self-government, provided that they: 
- have organised the citizens’ participation in 
the development of the municipality or region, 
thereby contributing to increasing their invol-
vement in decision-making, and/or
- cooperate with non-governmental, non-profit 
organisations, support them and involve them 
(on the principle of partnership) into regional 
development.

Town for business: The competition evaluates towns from the per-
spective of their potential for enterprise and monitors both regional 
initiative and the involvement of local government in improving 
the entrepreneurial environment. It assesses the entrepreneurial 
environment, the situation in the labour market, the attractiveness 
of the location, the price conditions, the quality of public adminis-
tration and the results of surveys carried out among entrepreneurs. 
The competition is announced by the Ekonom weekly magazine. In 
2009, the 2nd year was announced.
http://www.mestoprobyznys.cz

All 205 municipalities with extended compe-
tence and 22 Prague boroughs are automati-
cally included in the competition
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Group of methods Description, reference to additional information

Standard quality management me-
thods

See Chapter 8.2, e.g. ISO 9001, the CAF model, the EFQM model, 
benchmarking and benchlearning, the process approach, TQM 
(Total Quality Management) etc. Within the framework of these 
methods, there are a wide range of partial approaches and tools 
(e.g. improvement using the PDCA cycle).

Methods for increasing performan-
ce

Quality methods and performance methods are often in the same 
group, as most quality methods contribute to increasing performance 
(EFQM, CAF, benchmarking and benchlearning, the process approach 
etc.) The methods for increasing performance also include the BSC 
(see Chapter 7), the Lean method – Lean public administration (see 
Chapter 9), personnel or process audits, reengineering, MBO (Mana-
gement by Objectives), controlling and reporting (see Chapter 9) etc.

Improvement methods, change mana-
gement, project management, project 
evaluation methods

The best known general improvement method is the PDCA cycle. 
Project management – see Chapter 11. Evaluation methods used 
by the Structural Funds include for example the HERMIN model. In 
project evaluation, for example CBA analysis is used.

Modern strategic management See Chapter 7, e.g. the Balanced Scorecard method, SWOT analy-
sis, Integrated Urban Development Plans etc. 

Methods for ensuring feedback and 
communication with citizens / custo-
mers

For example citizen satisfaction surveys (see Chapter 8.3), surveys, polls, 
inquiries, communication techniques, etc. These methods are also inclu-
ded in Local Agenda 21 and in comparable approaches

Methods for problem analysis and 
definition

See Chapter 13. These methods can also include the regulatory impact 
assessment method (RIA – see Government Resolution 420/2005).

Knowledge management methods Knowledge management – see Chapter 8.3.

Methods that build on sustainable de-
velopment

(a) Environmental management systems – see Chapter 12 ( e.g. 
EMAS, ISO 14001), (b) Local Agenda 21, see Chapter 12 (e.g. the 
Healthy City project, community planning of social services etc.), 
(c) Corporate Social Responsibility (CSR), (d) the European Indica-
tor Set for sustainable development (see www.timur.cz).

Urban (regional) marketing See www.mestskymarketing.cz.

Methods of modern personnel mana-
gement

Investors in People, competence management, effective motivati-
on and remuneration systems, employee feedback and satisfacti-
on, aptitude evaluation, rotation methods etc.

Controlling, reporting, risk management See chapter 9.

Modern financial management and budgeting See chapter 10.

Methods for the support of mana-
gerial decision-making

Optimisation methods (e.g. linear programming, dynamic programming), 
critical path calculation methods (CPA, PERT), modelling, simulation. 
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Di-
rectly/ 
indi-
rectly

Provider The laws 
governing the 

provider

Relationship to the 
municipality (self-
governing region)

Examples of use
(public services)

Who is the customer 
(examples)

Munic ipa l /
Self-Gover-
ning Region 
Authority

The Act on Muni-
cipalities/ Self-go-
verning regions, 
the Code of Admi-
nistrative Procedure 
and other special 
acts

Provided directly by a 
municipality/self-gover-
ning region through an 
authority/office

– Delegated exercise of pu-
blic administration (Trade 
Licensing Office, Registers 
of Vehicles, Vital Statistics 
Office, Building Office etc.)

– The applicant for an act (issuing 
or changing a trade license, the 
applicant for the transfer of a ve-
hicle, for issuing an identity card, 
a passport etc.)

– Performing the tasks of 
local government (leasing 
out non-residential premi-
ses, property management 
etc.)

– The applicant for an act by local 
government (the lessee of non-
residential premises, the applicant 
for buying a real estate etc.)

Organisational 
unit of a mu-
nicipality or a 
self-governing 
region

Sections 24 – 26
of Act No 
250/2000 Sb.

Established by a 
municipality through an 
establishment deed, it 
has no legal capacity

– For example a library or a 
cultural facility etc.

– The user of a library, visitor 
of a cultural facility

Another mu-
nicipal body

Special act A municipal body – Municipal police – Citizens

– Committee for minor offen-
ces etc.

– Participants to proceedings

Allowance 
organisation

§ 27-37 z. č. 
250/200 Sb.

Established by a 
municipality through 
an establishment deed

Elementary schools, 
kindergartens, tech-
nical services, …

– Parents and pupils of ele-
mentary schools or kindergar-
tens, in the case of technical 
services for example citizens 
and customers from whom 
waste is collected etc.

Publicly 
beneficial or-
ganisations

Act No 248/1995 municipality through 
an establishment deed 
(municipality alone) or 
through a contract (with 

Social services, a commu-
nity centre, …

– The users of social services, visi-
tors of community centres,…

Union of 
munici-
palities

Sections 49 – 
53 of Act No 
128/2000 Sb.,
Section 39 of Act 
No 250/2000.

Several municipalities es-
tablish a union through a 
contract and statutes

A micro-region, a union of 
municipalities, …

– According to the nature of 
the reason why the union was 
created

Association 
of legal 
entities

Section 20 f) of the 
Civil Code

A municipality is a member 
(establishing authority) of an 
association of legal entities

An elementary school, a 
regional agency, …

- In the case of elementary 
schools: pupils and parents

C o m p a n y 
with limited 
liability or 
incorporated 
company

Sections 
105 – 153e
of the Com-
mercial Code

May be established by 
a municipality through 
an establishment deed 
(municipality alone) or 
through a memoran-
dum of association 
(with other entities)

Property management, 
technical services, waste 
collection, 

– According to the character 
of the activity (e.g. for proper-
ty management – the lessees 
of residential and non-resi-
dential premises etc.)

Cooperative Sections 221 – 260
of the Commercial 
Code

The municipality is a 
member of the coope-
rative

Housing, … – Lessees

Various possibilities of service providers (usually selected in tenders) and their customers. The relationship with the municipality/
self-governing region is defined in a contract.

Note: There surely are other possibilities. The table only provides some examples.
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