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PSQA are an abbreviation for Public Supervision (PS) and Quality Assurance (QA) 
Presentation of PSQA
 

This document might be used as basis for presentations and information to possible partners and actors. The content of this document are: 

· Presentation of PSQA in itself 
· PSQA shall be an superportal or framework where vendors of specialist systems can offer these through the framework. These specialist systems will give content to PSQA. We have selected two Norwegian content applications that works today as examples: 

· ISAP is a generic risk management system used by many supervisions and businesses. ISAP are translated to 7 languages 

· KvalitetsLosen (QualityPilot) organizes a quality ensured National bank of Procedures to be used in local Governments. At the moment the Bank contains more then 3.000 procedures. 
· European perspectives 

· PSQA must be international in its nature 

· Common development and uses 

· Strengthen development resources and the development organization  

In appendixes are themes presented which have been leaved out in the main presentation. 

PSQA
What is PSQA 

PSQA shall be an electronic framework making it possible to establish interactions between supervisions and businesses which must follow the regulations. 

PSQA shall be an superstructure which integrate generic specialist applications plus legacy systems in the business. mer. 

The Purpose of PS&QA 

The purpose of PSQA is multifaceted, not just regulatory: 

· The businesses shall achieve substantial reduced quality costs (costs in relation to not satisfied quality), increased quality profit in addition to that relevant regulations and laws are compliant. 

· The community will demand that supervisions of tomorrow works effective in a situation where quantities of data and information’s increase radically. The supervisions must therefore be based on electronic supervision, monitoring, inspection and review. 
PSQA shall offer supervisions and businesses tools to increase the efficiency and ensure interaction between the businesses systems for quality and internal control with the public review/supervision activities. 

Elaboration of the purpose   

The rezoning in the relations between electronic supervision an inspection are basically and opens for policy instruments important for the community: 

Our global complex society assumes that the supervisions will be more efficient. These requirements cannot be possible through pure manual supervision work (using paper and pencils). In our society integrated ICT solutions will be a must. 

· Internal control are regulated by laws within most areas. The businesses are responsible ensuring that relevant laws and regulations are followed. An electronic interaction arena based on a common electronic framework opens for possibilities using relevant data more goal oriented and thereby more efficient supervision. The quality insurance in PSQA will also give essential quality gains to the businesses. Supervisions and businesses will establish common objectives for quality in services and products.  

· Interoperable ICT solutions secure that electronic supervision and inspections are possible. Electronic supervision require establishment of a common electronic framework. The framework will represent a basic standard in supervision. The basis will be the same for all relevant supervisions, but the content will of course be very different in The Food Inspection compared to The Finance Authorities. Examples; The food inspections are responsible for more than 100.000 units, The Finance Authorities in Norway are responsible for more than 2000 units. This means that the basis for the supervision must be standardized. The supervisions cannot be based on individual solutions for each of the 2000 units. PSQA as a framework must also include other international standards and agreements. PSQA Finance must include Basel II, COSO, COBIT and other directives. 

· PSQA shall be such a framework with a common interface toward all controlled businesses. The framework can also be looked upon as a model useable in all supervisions. The framework must be an international standard to supervisions interaction with the businesses’ quality assurance.  

· Effective electronic supervisions will give the supervisions possibilities to concentrate on and base the supervision on risk evaluation. The Supervision identifies where the risks are largest and decide their supervision on this. Electronic supervision makes this approach and strategy possible. 

Electronic supervision means that parts of the supervision work can be done “wherever in the country”. 
Basis for interaction between supervisions and quality management 

Public regulations, optional quality standards, supervision, certifications and quality management are based on these relations: 

· Public regulations and Quality standards formulate the same quality demands toward the businesses

· Public supervisions shall ensure that the public regulations are followed 

· Certifications bodies shall control if the businesses fulfills the demands of the quality standards

· The supervisions are using in large extent the same quality systems 

· The demands will be satisfied through quality management in the businesses  

· The objectives for quality managers are to reduce quality cost and increase quality gains 

· PSQA assume that interaction must be electronic and on a standardized platform 

These relations are the essential basis for PSQA 

Background 

The PSQA idea of a common framework was launched as a hypothesis: 

Will it be possible to develop a common electronic framework, usable in a lot of different governmental supervisions and businesses that need to comply with the supervisions legislative commands? 

Such a common electronic framework was a possibility that no one before had put on the agenda.  

The basic of PSQA has been founded on principles developed during a lifetime experience in handling workflows and business processes and how this experience could be utilized in today's portal technology dealing with “loosely” coupled applications (Web services, ebXML) that enable interaction and integration of a lot of business logic and information in different computer systems. This concept is called Electronic Processes (EPR) in e-Folders. The work with EPR and e-Folder has been well known and promoted over the last years. So far supplier dominated integration mechanisms with proprietary integration rules has been dominating the market preventing e-Folder work to happen. To days well accepted requirement of open and global integration rules using more inclusive integration mechanisms opens up for PSQA dominated e-Folder work. Customer interoperability needs requiring more agile business solutions and dealing with total supply chains, involving a lot of different computer systems and platforms, are the driving forces in the PSQA work both in Europe and US.

We are now putting priority on PSQA Food, PSQA Local Gov and probably PSQA Finance as the enabler of the e-Folder work, but will however welcome other supervisions to join the work, e.g. aviation, health & care, social, local communities etc. 

The work have been – and will be – organized by EPR Forum, an international forum incorporated in Norway with David RR Webber in Washington and OASIS as chair. 

The Standards

PSQA is related to two groups of standardisation work:

· Functionality standards 

· Realisation standards dealing with different available and open technology standards. 

The functionality standards will basically have a European foundation based on best practice (i.g. ITIL – ISO 20000), whilst the realisation standards will be dealing with different available and open technology standards mainly organized from USA. All the standards will be open standards. 

PSQA is based on the idea that the supervisions and the quality assurance work can be organized in electronic folders. The functionality standards of electronic folders (e-Folder) will be standardized on a generic structure and functionality in the e-Folders. The PSQA functionality standards will be standardized on how the supervisions and quality folders are organized. This standard will ensure cooperation and interoperability between roles/actors in the processes. The construction of the folders will be the same in all supervisions and quality areas. In this way it will be possible for businesses to coordinate requirements from many supervisions and to carry through a total quality management.

The realisation standards will specify how e-Folders will be realized based on existent technologies. Because this document do concentrate on functionality and not technology, the realisation will not be described her.  Appendix 1 gives a very short overview of the standards and technology that PSQA will be built upon.

The standardisation work  

The realisation standards will mainly be handled by OASIS
, but the standards will be based on many open standards both from OASIS and UN/CEFACT. The reference standard is OASIS BCM (Business Centric Methodology) that already has established a subcommittee for eFolder work called OASIS BCM-EPR SC. The work will be founded through the same sources as the main foundation in BCM. 

The functionality standards development work will be organized by the Swedish Standards Institute (SIS) and Standards Norway (SN) promoted through the European Standards Institute CEN. SIS will handle the secretary role of the work. 

In order to achieve cross boarder and interoperability results, PSQA must be an international standard.  International is important because many of the supervisions are internationally in its nature. SIS has accepted to manage the work because PSQA will be of great importance for both the communities and affected businesses in a wide and large scale. 

We specially appreciate the SIS engagement and interest in the PSQA project. This means that we can retain the initiative in Europe, and hoping to get access to the rest of Europe. The SIS role will also have impact on other important actors that hopefully will make it “easier” in funding the project.

More about the PSQA 

The folders of PSQA will organize laws, regulations and quality standards expressed through procedures plus integrations of legacy systems of the business, quality systems and helping tools. 
PSQA will be realized through levels. On the upper level there will be a generic electronic framework. This generic framework will be basis for developing adopted frameworks, first for the whole supervision area, next for areas with common similarities.   

Our plan is that  generic framework shall be developed as an open application. Open means that the application shall be free to use for certified organizations. The application shall ensure a common practise for PSQA with its principles and traffic rules. 

Realizing PSQA will happen through gradual development and connection. Gradual means that the development shall be under full control. PSQA will also invite to organizational coordination, in contrast to reorganization and merging. Organizational coordination means also that PSQA can be implemented partly and under full control. 
Common identity for the PSQA solutions 

Common for all standards of quality is that procedures which shall ensure quality must be quality ensured, be practiced and documented. The procedures must be constructed according to the rules of ISO 9001. The procedures will be parts of the administrative and technical workflows in the businesses. Carrying through physical work must also follow agreed procedures. 

The procedures will also cover internal control, HSE (health, security, environment) on the working places. Execution, control and acceptance shall be signed and dated. Problems must be reported and documented. 
Parts of the procedures with impact of execution of the physical tasks will be available on a pda. Reporting work done shall also be on the same pda. All information with impact on tracking and documentation must be included in the report. The pda’s can be replaced by terminals. In some circumstances the unit must be able to read bar code and rfid code.  

It will also be an condition that speech technology shall be implemented. The user will receive job description by a synthetic voice. The user will also report with his own voice. This will be useful in under some conditions, but more important will it that persons who have problems with reading and writing can act as service executor. 

Language technology for translation between languages will be an other area of development. Because the vocabulary are so limited for each application it will be realistic to implement translation between all European languages within relatively short time. Of course – all languages will not be in use at the same working place. 

The standard will also cover job description and reporting using pda in addition to structure and functionality in the PSQA folders.   

When a service executor has left the service receiver; all documentation and administrative are done.  

Strategy for development 

PSQA Food and PSQA LocGov are selected as pilot areas for development of PSQA. PSQA Finance will probably be the next area.   

In Local Government are home based health and care selected. 

Food has been selected because the quality of food are an area of great importance, with much data where the chains of food represents challenges to PSQA. In addition to tracking it will be necessary to ensure quality of food both in the productions and in the chain. 

PSQA LocGov will include many areas of supervisions. The need of coordination through an common platform is obvious. The quality demands from Food Supervision regards also local government. It is therefore necessary that all service areas in an local government must be based on the same electronic framework. This is also a strong argument for having the same framework in PSQA Food as in PSQA LocGov.

In order to realize both PSQA LocGov and Food it will be an condition that: 

· Supervision involved must give positive support to the project and accept for working toward electronic supervision and inspection 

· Pilots must be identified and selected 

· Demonstrators for the selected areas must be developed. The demonstrators will be based on frameworks without content 

The demonstrators shall be developed further to running applications. 
Vendors of content to the folders 

ISAP RM (Risk Manager)  

The basic principle of ISAP is generic. The most important areas for using ISAP today are: 

· Look after and verify that chosen standards are practically used according to the intention and recommended initiatives are executed when deviation occurs. 
Proven standards are: ISO 9000, ISO14001, BS 15000/ISO 20000, ISO/IEC 17799, BS7799, BASEL II, ISPS Code, COBIT and SOX

· Public inspections and supervision towards operations which are based on electronic incident recording and inspectors on site occasionally.

· Collecting incidents that generates statistical information and recommended initiatives. All fundamentals like, requirements, guidelines, standards, instructions and descriptions of processes can be installed in ISAP application software.  

All demands, directions, standards and process descriptions can be included in ISAP. 

ISAP consist of three main modules, risk auditing module (analysis & monitoring), risk and vulnerability module and incident reporting module (event reporting and recording).

Today ISAP is implemented in public sector (governmental enterprises & municipalities), universities, industrial enterprises, housing cooperatives and bank- and financial institutions.   

ISAP exist in 7 languages.  

ISAP in PSQA 

It will be relatively easy to wrap ISAP into standardized folders. That wrapping will make it possible to add functions that are not covered by ISAP today.

By integrating ISAP in e-Folder it is possible to establish a common framework for quality standards and public supervision.  

ISAP will be a content application in PSQA. ISAP will be integrated in PSQA through service oriented architecture (SOA)   

By integrating ISAP and other modules in PSQA the first step toward getting a common superstructure for supervisions and businesses be realized.  

ISAP is running today. ISAP in e-Folder will be a kind of "proof of the concept" for this generic thinking. ISAP in e-Folder will also demonstrate that it is possible to develop generic solutions within unlike areas of quality.   

ISAP in PSQA will cover supervision folders and quality folders for businesses. 

National Procedure Bank  

KvalitetsLosen AS (QualityPilot) organize and are responsible for establishing a complete  and quality ensured bank of procedures meant for all departments in an local government. The procedures are described according to the recommendations in ISO 9001. The project has been financed by the “Norwegian Department of Local Government” and supported by “Innovation Norway”.  

The purpose of the bank of procedure is the same as the purposes of PSQA; reduce quality costs, increase quality gains and ensure that the procedures will be followed. In addition to this, the efficiency gains are rather large. Each local government will not spend time to  establish and maintain the same procedure. 

The procedure will be used both in handling cases and in giving services. 

At the moment the procedure bank consist of more than 3.000 procedures. This number tells a lot of how many procedures a local government must act in correspondence with and continues maintain.   

We believe that the national procedures relatively easy can be integrated in the folders of PSQA. 

We also mean that it should be a public responsibility to maintain the national bank. Also: Supervisions and other formulating new regulations should follow the recommendations in ISO 9001. 
Procedures in PSQA Food must also follow the same recommendations. Experience from LocGov will be very important when PSQA shall give their generic recommendations.  

European Perspectives 

PSQA are international in its nature

We have so far presented PSQA in a National perspective with International possibilities. This is limited regarding to building alliances and funding. 

Arguments for an international perspective: 

1) Most of the supervisions are international in their nature  

2) Most of them is based on international standards and recommendations  

3) PSQA shall be international standard, and will be based on open international ICT standards. 
This means that the work of PSQA must be supported by relevant international organizations – UN, EU, OECD, CEN/ISO and international organizations within each area. 
Who can introduce PSQA to the relevant organisations?  

1) Food has no boarder except for customs 

2) Finance: International money laundering are trying to exclude boarders  

How can these reasoning lead to new alliances? 
Common development and uses  

How can an International Consortium be compound, organized and funded? 

Strengthen development resources and the development organization  

PSQA is a large project. If we shall succeed we must increase the personal side and the organization. 

How? 

Appendix 1 – Summary of standards to be used

PSQA will be based on standardizing structure and functionality in electronic folders (e-Folder). The folders will be superstructures organizing laws, regulations and quality standards plus integrating legacy systems, quality systems in the businesses together with helping tools. 

PSQA will technologically be based on a new standard for structure and functionality in electronic folders (e-Folder). The most important standard as basis for e-Folder is called BCM. This standard was approved as an OASIS standard April 18th this year. Hans A Aanesen from EPR Forum has been an important resource in the work. Other important standards from OASIS (www.oasis-open.org) are PKI, BCM (CAM), CPPA, BPSS, SAML, VS Security, UDDI, ebBP (BPSS) and ebSOA. In addition e-Folder will be based on open semantic standards from UN/CEFACT (www.unece.org/cefact/) (UN/SPC among others).

According to our plan the standard for realizing PSQA shall be promoted to ISO 
 through OASIS 
  whilst the functional standard describing properties in the folder and purposes of the folders will be promoted to ISO through CEN 
 by SIS. Both standards shall be open standards. 

It is also possible that PSQA should be specified as functional standard.   

PSQA will be realized through levels. On the upper level there will be a generic electronic framework. This framework will be the basis for developing adapted frameworks. This framework will ensure that all traffic rules will be followed. It is our plan to develop the frameworks as open applications. Open means that they will be free to use for certified organizations.  

Realizing PSQA will happen through gradual implementation. Gradual means that the implementation will be under full control. PSQA might also mean organizational coordination. Opposite of reorganization, PSQA can be carried through over time, gradually and with complete control. 
Appendix 2 - Overview of the e-Folder method

The e-Folder standard is based on dividing the content of the folders in three classes:  

· Documents and other carrier of information 

· Give support to execution of administrative tasks, engineering tasks and managements tasks 

· Describing physical work to be done and reporting the executions. We call this for ISR – Integrated Service Registry.  

Each class will be organized through what we calls “steering cards”. 

This is the basis for standardizing structure and functionality in the folders. The Norwegian proposal for  the e-Folder standard had the needs of user support in electronic processes as basis. This means that the analysis was result oriented – how could the folders be used in different working situation and what will the consequences be for organizing the content? 

A common standard for electronic folders is a prerequisite for interoperability and content-sharing. A common standard ensures a platform for electronic interaction. My folder, case folders and other folders will be based on many open standards and use open sources. 

When an inhabitant applies for services or permissions, a practical point of departure will often for the user to create an application folder and receive assistance in providing it with necessary content. 

An application might be complex and cover more than one allowance. For example, applications related to real-estate property might cover property-sharing, waste allowance, street development etc. 

Application for social services or assistance might also be composed of multiple elements. In many instances, a single application contains elements that need to be addressed to several different public departments. One example is the coordination of social service, work service and public insurance.    

When the application folder is received by government, it will continue to function as a case folder and be the basis for further handling. When an application calls for treatment by different authorities and levels of government, the folder must be shaped in a way that suits all parties. The same is also true when local governments within a region share resources and services. Cases like these require all case folders to be based on the same standardized structure and have common functionality.

The e-Folder standard includes much more than some single metaphors. Even if the folders look simple the mechanism for treating the content is not simple at all. The folders will integrate and use many other standards and function as an integrator toward legacy systems and expert systems. Interaction in a broader sense demands open standards. 

Standardizing the structure of e-Folders 

The three main parts of the folder will be structured through steering card, relations between those plus data support activated from the steering cards. Activating will include modules from legacy systems, expert systems plus support and help in the work. It is a condition that metadata means the same in the integrated systems as in the folder. 

Example from technical work flow in the folder of e-Construction which will cover architect and engineering work and assume:  

· Tasks in the flow and the process in itself will be adapted to the actual task

· Only certified persons will have access to execute actual documents 

· If the executor needs access to a module in a expert system he will get access directly (modules for engineering or drawing) 

· Before closing a flow the work done must be quality assured 

· “Documents” from produced from tasks in a work flow and “stored” as document on a document card can only be changed through a new work flow and not directly in the document

Specific sections in the draft for e-Folder/EPR standard will describe the main elements in the logic structure.       

Standardizing generic functions in e-Folders 

The other area of standardization is functions. In their basic version they must be freeware. This is some examples: 

· Workflow functions: To standardize a complete workflow system will be much to extensive. To standardize the basic functions can not be too difficult. 

· Procedures from the National Procedure Bank will be available as documents in general and in specific work flow tasks. 

· Document handling: Documents created through a process can only be changed through new processes. But – there will also be situations where one person has an editor responsibility and others shall comment on the document. That kind of functions must also be standardized. 

· Journaling and filing keys: It must be possible to cerate a set of rules which will make it possible to automate this functions   

· Office systems – both MS Office and systems based on open standards. 

Integrated Service Registry – ISR 

ISR is an important part of standardizing in e-Folder. ISR will involve both structure and functionality. 

ISR cover physical (and digital) services to service receivers or physical tasks to be executed in other relations, e.g. in building a house. 

ISR are parted in three: 

· Planning and preparing the work to be done. Job description and execute report will be prepared by the planner 

· ISR on the workplaces (in work) 

· Complementary work. Combination of job description and job execution will result in automatic journaling, analyzes and transactions to legacy systems. 

In the rest of this presentation we will concentrate on ISR in work. ISR are based on pda with mobile communication. All kind of communication, instruction and reporting will be through pda’s. Development of ISR assumes detailed competence in pda and communication by the project participants. 

The main issues of ISR in work are: 

· Job description

Jobs to be executed are described through a standardized edifying and structure. The jobs are described in natural language without use of codes. The levels of details are adjusted to the executors needs. The executor will also have possibilities of getting help in the work. The description will cover quality and safety demands. Procedures from the National Procedure Bank will be available. 

Quality and safety demands will be live and not hidden in manuals

Job description is based on a limited and controllable vocabulary. The written task can transformed to voice simulator, but also be translated to a foreign languages. 

Speech technology is important for dyslectic people. Language technologies are important on multi national workplaces. 

· Job report 
Executed jobs shall be reported. Reporting is constructed by report parameter and answer alternatives. Used material can be included in the report. Elapsed time can be calculated automatically. 

When the executor has answered the questions – the documentation work is done. Date and signature will be added automatically 

The report is based on a small number of questions and answer. Both speech and language technology is actual. 

The questions and accepted answers can be translated to other languages. The questions can be read by a voice simulator. Answers by voice can be interpreted by voice recognition. 

· Inspection of work done 
If the work done might be inspected, ISR will also cover inspection. 

· Standard function for giving message 
During the execution some occurrences might happen. ISR will include a standardized system for reporting occurrences and needs. 

“Reporting needs” is a messaging system which cover needs for communication which many workplaces needs.    

 ISR has possibilities of digital inspection of physical work. This is interesting for all having a supervision responsibility in relation to the work.   

It must be possible to maneuver in the folders by voice; find the folder of Tor, who Tor? Etc.      

A Service Centre must have possibilities to give information of work planned or work done. The digital service centre will therefore need digital inspection.  

ISR can be used in many and most work situations – from home based nurse and care, tasks in fish industry which demand tracking to tasks in building a house. In most of the situation it is necessary with standardized technology and user interface. This is some examples: 

· It is unpractical for a truck driver to have many pda’s in the cabin, just because he drives for many companies. 

· On a building place many entrepreneurs will operate. It is a assumption that the documentation is presented in the same way, and that the documentation is traceable

· It will be many service suppliers within health and care in a local community. It is an assumption that services is documented in the same way if the local community shall be able to fulfill their responsibility for supervision of services given.   

Standardizing of structure and functionality in ISR is an assumption if many vendors shall have possibilities to offer products which fulfill the demands for interoperability. 
Appendix 2 – Service oriented architecture, e-Folders and standardizing  

What is the condition for standards to be practised and followed?  

It is accepted in general that standards are important and that open standards might be a necessary in eGov. One main question is: What is the condition for a standard to be practised as assumed? We have often heard: We have standardized on Milestone Plans. We have standardized on Wall Charts in describing work flows. When we ask for examples the conclusions is; The Milestone Plan has nothing to do with Milestone Plans – it’s only the name that is “standard”. A very old statement says: “It shall be easier to follow a standard than not”.  

“Easier to follow a standard” can be a reality through open standards with open sources as freeware. 

We suggest three levels in standardization. On the highest level you will find Functionality standards. These standards describe the functions and draw up guidelines for the next level. This kind of standards should be stable over time.  On the next level you will find Technical standards which specify the technical solutions. This will consist of text, illustrations and models. 

The third level is often called Open source but may also be components. The technical specifications will be transformed to components, especially components which will be necessary to achieve interoperability. The components will be closed “building blocks” with input and output functions, and hopefully delivered as freeware. The components must be open because a certified user should use the components in applications. Improvement of the components must be formalized and accepted by the concessionary.   

The main point with open components and freeware under level three is that paper standards will not guarantee a common understanding of the content of the standards. The components can also be part of a quality control application with the aim of ensure interoperability. 

If the standard is an obligatory standard within eGov it should also be a demand that all three levels must exist, especially the components. 

Research projects with the aim of interoperability must include development of standards in the project description, at least function and technical standards. The EU has required this a few times in the last years. 

Do we need architecture for integration? 

We need an integrator application when many legacy systems etc. shall be integrated.  This application will be a superstructure with a super portal which organize integration with other portals, because we can not exclude other portals. It is therefore necessary to operate with portals in two levels. This superstructure application must also describe its metadata and set demands to the data from the legacy systems to be integrated in the superstructure. 

It is accepted by most organizations that eGov demand Service Oriented Architecture (SOA) needs a superstructure to ensure that the traffic rules set by the authorities will be practised. SOA will also organize a lot of Technical oriented standards. 

What are the policies for electronic interaction? 

We will compare with personal policy. A personal policy consist of a limited number of paragraphs which suppose to have lasting value and can function as guidelines for developing of personal manuals etc. The policy must reflect demands and challenges which are essential.  

An interaction policy shall answer the question: What is the most important conditions in getting interoperability and electronic interaction? 
PSQA and e-Folder – an example of levels in standardization 

The development of e-Folder seems to get significant support in many main American organizations. The reason for standardizing e-Folder is also that an increasing number of applications use electronic folders, and that e-Folder will be a tool to achieve interoperability. 

“We” represent Technical Committees (TC) in OASIS plus EPR Forum. OASIS is a leading standard organization within XML and Webservices. EPR is a sub committee in OASIS. We want EPR to be a technical committee with secretariat located in Oslo. EPR-Forum is an International Association registered in Norway with Board members from USA, England and Norway with David RR Webber is Chair.

Levels of standardization

The function standard exists in a version 0.1. The draft must be revised.  We want this standard to be promoted as an International standard through ISO by Standards Norway

The technical standards specify the technical solutions. The technical standards shall be developed through OASIS because e-Folder will use many other standards from OASIS. 

The technical standards will be transformed to programmed components. EPR describes the open traffic rules (demand specifications) for interaction and integration of loosely coupled components (ebXML, Web Services, IFC components etc). These can be written in open source or/and closed sources, but they must satisfy the interaction demands in the XML based Meta model. 

The components will also be included in the electronic development arenas (eprArena). An eprArena will be used to sew together applications. A version of eprArena can be used to verify that the application follows the rules.  

It is only components which are critical for interoperability that will be delivered as freeware. 

Standardizing structure and functionality 

An e-Folder will function as a superstructure – including a super-portal which organize access to other portals. Legacy systems which shall be loosely coupled to the e-Folder must describe their data in relation to Metadata in the e-Folder and not the opposite. The folders will also integrate and make use of numerous other standards, 

The structure of the folders will be divided into three parts – documents, administrative and technical tasks and physical tasks. This structure will be the basis for automatic modelling. 

Functions in workflows are examples of standardizing functions. It is absolutely possible to standardize the functions without standardizing a whole work flow system. 

Examples of areas of applications

All service oriented applications (superstructures) can be built with the same main structure and basis functionality – with a dramatic reduced effort. This will be possible through a systematic and comprehensive reuse of components. These service oriented applications must be superstructures above existing legacy systems, because it is quite unrealistic to renew all legacy systems at the same time. 

The applications will cover such unlike areas as: e-Construction, e-Healthcare, e-Learning, e-Community – a family of applications covering all needs of local Government, e-R&D, e-Strategy, plus many others. 

Appendix 3 – PSQA Local Government (LocGov) 
Vi har valgt hjemmebasert pleie og omsorg som pilot og pilotområde. 

Vi må samarbeid med en eier av et fagsystem for å kunne gjennomføre piloten. Imidlertid vil vi begrense fagsystemene integrasjon i mappene til data som skal presenteres i mappene. 

Tjenestemappene i pleie og omsorg 

Tjenestemappene vil være basismapper i anvendelsen for pleie og omsorg. Hver mappe vil være organisert i ”styrekort”: 

· Aktuelle dokumenter og andre bærere av informasjon

· Administrative rutiner med datastøtte til utførelse av arbeidsoperasjonene. Rutinene karakteriseres ved at de består av arbeidsoperasjoner, kontroller og godkjennelser som er organisert i en kjede (arbeidsflyt) 

· Fysiske tjenester som skal eller kan bli gitt til brukeren. De fysiske tjenesten i mappene vil omfatte oppgavebeskrivelser, utført rapport samt mulighet for inspeksjon eller overprøving av gitte tjenester

Det vil bli opprettet en tjenestemappe for hver tjenestemottaker (bruker). Tjenestemappene vil omfatte alle tjenester til brukeren og alt som er relevant for angjeldende bruker. 

Viktige egenskaper ved mappene og mappens funksjoner i pleie og omsorgsanvendelsen er:  

· Prosedyrebanken inneholder for tiden i underkant av 1000 ajourførte prosedyrer som angår pleie og omsorger. Prosedyrene vil bli anvendt i forbindelse med saksbehandlingen og når tjenestene skal velges og beskrives. De deler av prosedyren som er aktuelle i forbindelse med tjenesteutførelsen vil følge med ut på arbeidsplassene. Dette innebærer at: 

· Prosedyrene blir fulgt og etterlevd. Å sikre at prosedyrer blir riktig praktisert er et hovedpoeng i alle kvalitetsstandarder og i tilsynenes arbeid.

· Prosedyrene blir tilgjengelig for medarbeiderne på en annen måte enn rundskriv i ringpermer.

· Riktig praktisering som er en viktig forutsetning for at medarbeiderne føler trygghet i egen jobbsituasjon 

· Tjenestebeskrivelser vil bli presentert for medarbeideren gjennom en pda på arbeidsplassen. Tjenestebeskrivelsen vil være tilpasset medarbeiderens erfaring og behov. Beskrivelsen vil også omfatte kvalitets- og sikkerhetskrav. I tillegg til tjenestebeskrivelser vil tjenesteforvalteren ha lagt inn rapporteringsparametere og svaralternativer. Den utførende kan også melde behov og rapportere hendelser (avvik) samtidig. Et behov kan være at klienten trenger legebesøk, en hendelse kan være en personskade. Rapportere avvik vil også være knyttet til inspeksjon og overprøving. Dette innebærer at: 

· Når den utførende forlater tjenestemottaker er alt administrativt arbeide utført. Dette vil bety en vesentlig effektivisering og kvalitetssikring  

· Utførte tjenester er sporbare og gir grunnlag for journalføring 

· Tjenesterapporteringen vil også danne grunnlag for statistikk (automatisk)

· Melde behov og avvik medfører at en administrativ rutine blir generert  

· Taleteknologi gjør at tjenestegiver kan motta oppgavebeskrivelsene muntlig og avgi rapport med sin egen stemme. Dette kan være praktisk i mange jobbsituasjoner, men like viktig er det at personer med lese og skrivevanskeligheter kan bli tjenestegivere. På litt sikt vil språkteknologi for oversettelse mellom språk gjøre at fremmedspråklige kan motta oppgavebeskrivelser og avgi rapport på sitt eget språk. 
· Tjenestemappen kan også omfatte omgivelseskontroll som innebære at brukeren (og brukerens nærmeste) har kontroll med de fysiske omgivelsene. Huset til brukeren utstyres med sensorer som gjør at brukeren ikke vil bekymre seg over om ”har jeg husket å låse ytterdøren?”.  I tillegg kan mappen være tilknyttet måleinstrumenter som registrerer uregelmessigheter ved brukerens kropp. Ved faretruende utslag vil varsling iverksettes og en rutine bli generert. 
Andre mapper 

De øvrige mappene vil være ledelsesorienterte: 

· Risiko og sårbarhetsvurderinger (ROS) vil bli støttet av ROS mapper. Disse mappene vil inneholde grunnlag for ROS på aktuelt område, veileder i gjennomføring av analysen og gjennomføring av de fysiske tiltakene 

· Tilsynsmapper, inntrufne avvik og kvalitetsrevisjon 

· Ledelsesmapper over tjenestebehov og utførte tjenester  

.

Appendix 4 – Service Quality 

Kvalitet i alle ledd er målsetningen og integrert i løsningene. 

Hva vil dette bety for samfunnet? 

Dette er noen momenter til et samfunnsregnskap: 

Det overordnede målet for konseptet er forbedret tjenestekvalitet, effektivitet og  medarbeidere som er trygge i jobbene. 

Vi har valgt hjemmebasert pleie og omsorg som pilotområde. To eksempler som illustrerer at kvalitet lønner seg for samfunnet. 

· Alle vesentlige avvik i tjenestene skal dokumenteres og behandles. Erfaring viser at man kan regne med at vesentlige avvik i løpet av et år svarer til 10% av kommunens innbyggertall. Av disse er 40% feilmedisinering. En viss prosent av feilmedisineringen medfører varig svekkelse og i noen tilfelle dødsfall. 

· Aker sykehus i Oslo gjennomførte en studie av pasienter som ble utskrevet for å bli behandlet videre av primærkommunen. I snitt var det dobbelt så mange vesentlige dokumentasjonsfeil som det var utskrivninger. Det var bare 10% av pasientene hvor dokumentasjonen var korrekt. 

Det er realistisk å regne med 10% effektivitetsforbedring for tjenestegivere og 20 % i administrasjonen. I tillegg kan bortfall av kvalitetskostnader være vesentlig. Kvalitetskostnader er kostnader som kommunen pådrar seg på grunn av manglende kvalitet.  

Viktige årsaker til synkende trygdealderen er stress og medarbeidere som føler at de ikke mestrer arbeidsoppgavene.  

Perspektiver for samfunnet 

PSQA vil være en overbygning som bygger på åpne standarder med åpne kildekoder. Overbygningen vil bli levert som en gratis og åpen minimumsapplikasjon. Dette i sammen med beslektede byggesteiner vil kunne gi viktige bidrag til å høyne kvaliteten i de kommunale tjenestene.
� EPR Forum want to ensure that PSQA based on e-Folder shall be an open standard. This is the reason for this declaration:  
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� OASIS is the leading International ICT standard organization within our area. Oasis develops Open standards and Industrial standards 


�  ISO, the International Standard Organization 


�  OASIS, the leading standard organization within our field. OASIS develops Opens standards and Industrial standards 


�  CEN, the European Standard Organization. CEN has strong relations to EU. Swedish Standard Institute (SIS) and Standard Norway is members of CEN and ISO
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