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Adopted on 21 April 2015 by the European Social Dialogue Committee for Central Government 

Administrations (SDC CGA) 
 
I. BACKGROUND AND GENERAL RECOMMENDATIONS 
 
This document is one of the outcomes of the one-year project funded by the Commission’s 
social dialogue budget line. The project aimed at promoting the dissemination and 
implementation of the European Framework Agreement for a quality service in central 
government administration, adopted by the SDC CGA on 12 December 2012.  
 
It is recalled that the Agreement states that serving the general interest is the core mission of all 
public services. It stresses the crucial role public authorities play in providing, funding, 
implementing and organising public services in a way which meets users’ needs, at good and 
bad times. It underlines that the implementation of public service values requires a social 
dialogue with trade unions, sufficient resources and consultation of users.  
 
One year after the adoption of the Agreement, it was agreed to start the monitoring of its 
implementation as foreseen in its final article1.  As a first step and as a way of ensuring a 
monitoring as concrete as possible, it was agreed to focus on people in a vulnerable situation 
whose access to public services can be limited and who are particularly in need of high quality-
tailored services.  
 
Accordingly, three types of services were selected: those dealing with asylum claims, with youth 
unemployment and with (low pay) pensioners. It is recognized that this choice implies different 
levels of government responsibilities depending on the countries (central, local and regional 
government).  
 
As part of the project, Italian researcher Rafaella Greco-Tonegutti carried out a desk research 
and survey of employers, employees and users2 of the above services. The survey has fed into 
the following set of policy recommendations addressed to all members of the SDC CGA. Some 
of these are more geared towards the services surveyed, others have a more universal scope. 
 
Overall, we note that public services dealing with people in most vulnerable situations are often 
not the most valued public services. Indeed, as the desk research reveals, the literature 
available contains little information on the functioning, quality and availability of those services. 
This lack of value and knowledge about those services has a negative knock-on effect on the 
quality of service delivery and self-esteem of the employees. Moreover, there is also the risk, 
especially at times of budgetary cuts, that the problems of vulnerable groups are not adequately 
tackled. Further, one should bear in mind that public services create social ties. It is therefore 
essential that public services play a protective role and provide a safe, welcoming and open 
space free of prejudice. The problems encountered by users (such as unjustified restrictive 

                                                           
1 Follow-up: The commitments contained in the present agreement will be subject to a monitoring at least every two years within the European social dialogue 

committee for central government administrations. Framework Agreement for a quality service in central government administration, 2012 
2
 More than 551 replies were received, of which 311 from the employees,131 from the managers and the rest from service users in 13 EU countries. 

The initial findings were discussed and tested at two regional meetings (Bucharest and Roma) and the final results were presented to a larger conference on 6-7 
November 2014  with 90 delegates.   



European Social Dialogue Committee for Central Government Administrations 

Policy recommendations for a quality service in central government administration 

 

2 

administrative procedures) can often be solved within the limits of the law instead of using 
legislations in a defensive manner against users. 
 
More generally, we reiterate our attachment to fair, accessible and efficient public services as 
well as to the promotion of social dialogue. Yet, a remaining challenge is the lack of a shared 
definition of quality public services, which is, incidentally, what the Agreement seeks to provide. 
 
The Agreement is yet to be well-known by government employees and more needs to be done 
to improve its dissemination and usefulness.  
 
To this effect, a national plan including a timetable and communication action points will be 
elaborated by social partners (based on regular contact points between the administration and 
trade unions) as part of the national social dialogue structures, to discuss progress of the 
implementation of the Agreement. Involving managers and middle managers in the process is 
highly desirable. 
 
Tensions between efficiency goals, availability of resources, understaffed and/or demoralized 
staff and constant changes in legislation or administration work organization risk paralyzing the 
delivery of services which are again crucial, especially at difficult social and economic times. 
Those tensions must be recognized at an early stage of policy-making and are best dealt with in 
a social dialogue framework and regular consultation of users’ needs. 
 
With regard to the consultation of users, it has been difficult to identify the right organisations 
that defend their interests. It is therefore recommended to seek how the users’ views can be 
best collected in future similar joint work, as we are convinced it is certainly a route worthwhile 
pursuing.  In order to reinforce the democratic legitimacy of our work it is essential to improve 
the way citizens are involved in the design and evaluation of public services. 
 
Monitoring of the above will feed into the monitoring of the Agreement by the end of 2016. 
 
 
II. SPECIFIC RECOMMENDATIONS 
 
Here are some specific recommendations in light of each of the Agreement’s values and 
commitments. National social partners are invited to select jointly the most relevant 
recommendations under each of the following items in light of their national context: 
 
1. Quality of reception 
 
Provide a high quality non-discriminatory first contact with users: personalization, empathy, 
availability and courtesy. Humane reception at the welcome desk should offer attentive listening. 
Enough time shall be dedicated for each user before implementing strict policies’ targets. 
Respect of human dignity shall remain a high priority and tools like quality charters can 
encourage courteous treatment. 
 
Ensure suitable and quality premises for good material condition of reception. Services should 
be accessible to users with special needs – such as elderly, disabled or parents (such as 
facilities for changing nappy, play area for children). Tailored care should be provided by a staff 
member or the employee assigned to the case. If needed, emphasis should be put on privacy 
conditions for users when accessing the desks. Comfort should be increased in waiting areas.  
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Ensure that users are directed to the relevant service with a view to reduce unnecessary 
movements between different services. Reduce waiting time by favouring individual 
appointments. 
 
Develop the attractivity of front desk’s missions by empowering employees and recognizing the 
value of such missions. 
 
Ensure a follow-up after a first contact when users’ request is being processed. Develop 
services in proximity to users wherever they live, for instance by developing “one stop shop” 
public services. 
 
Develop multi-channels entry points in light of the population concerned (internet, front desk, 
phone, social networks…). 
 
Provide support to process administrative formalities. 
 
2. Equity and integrity  
 
Reach out to service users, for instance by developing a system of automaticity of the rights and, 
when feasible, delivery of benefits. The administration possesses data bases that can be used to 
activate certain benefits through cross-checking. The automatic activation of users’ rights should 
be done in line with data protection requirements and individual’s integrity. The idea is that users 
should be informed automatically of their eligibility to services and benefits. 
 
Promote or introduce appeals possibilities for users and/or mediation alternatives. 
 
Develop a deontology code to share ethical values and reduce corruption risks. Ensure the 
respect of deontology codes and the neutrality of public services’ external experts as well as 
ancillary services. 
 
Limit administrative fees in order to ensure a fair and equitable access to public services keeping 
in mind the administrative expenses for the specific procedure. 
 
Ensure independent and regular evaluation of sensitive situations (such as those that involve 
deprivation of liberty). 
 
3. Efficiency 
 
Develop innovative and participatory approaches actively involving public service users to 
analyse their needs, develop and assess the services. 
 
Establish and promote clear criteria to facilitate decision making and meet the time frame for 
case processing. 
 
Reduce the waiting time and length of procedure by dedicating appropriate resources including 
staff, simplified administrative procedures and through single contact employee when possible. 
Improve the cooperation and communication between central administrations at national and 
European level, as well as with local and regional administrations when feasible. 
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Recognise the role played by associations, NGOs and trade unions that defend vulnerable 
users' rights and provide support (e.g.  help with application procedures) and the need to 
cooperate with them.  
 
Develop the use of new technologies by the service’s users without compromising accountability 
and chain of responsibility within the administration (social networks, chat rooms, text 
messages…).  
 
Provide appropriate training to employees and information to users on the development of the 
relevant legislation and case law at national, EU and international levels, including on 
fundamental human rights. 
 
Guarantee a quality service to users in call centres, regardless of how they are organised, 
through contractual clauses (qualitative, social, environmental). 
 
4. Working conditions 
 
Use and promote social dialogue and trade union rights including in case of restructuring and on 
ways to improve service delivery. To this effect, common shared definitions of social dialogue in 
compliance with national, EU or international standards appear to be urgent in some countries. 
 
Evaluate and prevent health and safety risks through a preventive risk assessment at the 
workplace. There is a need to improve the capacity of employees to deal with specific problems 
faced by users. The issue of possible violence at work by users must be addressed. 
 
Better define the mission/job concerned and lines of responsibility with regular updates. 
 
Provide training during working time, including ad hoc training to better carry out one’s job based 
on population needs. 
 
Bear in mind the need for a good balance between specialization and more general tasks. 
 
Find ways of protecting and supporting employees in case they signal ethical dilemmas or 
wrongdoings by other colleagues or line management.  
 
Ensure a remuneration policy that, despite budgetary constraints, provides a decent living and  
the motivation of personnel whilst also mobilizing non-monetary elements (such as participation, 
career path and development, responsibility taking) … 
 
Adapt staffing to prevent heavy workload which affects the quality of service and creates 
unacceptable working conditions. 
 
Promote  permanent employment as a guarantee of service efficiency. 
 
Promote participatory management allowing employees feedback on processes and innovative 
approaches. 
 
5. Communication and transparency  
 
Adapt the image and language of the administration to the relationship with the users, including 
providing user friendly websites, allowing employees to use languages they master, providing 
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information in relevant foreign languages, responding to users’ needs including disabilities (use 
of braille, sign language). 
 
Ensure that procedures are clear, user friendly, well-targeted, transparent and well understood 
by the users through regular updates on the state of procedure and rights of appeal. 
 
When the administration already possesses information on users, limit additional personal data 
requests for a new procedure. The digitalization of services should help avoiding multiple 
requests. 
 
 


