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Program

General topic of the session: « Ombudsmen and the Challenges of New
Information Technologies ».

Coordinator: Ms. Fatima Kerrich, Head of the Department of
Communication, Cooperation and training, Mediator’s Institution of the
Kingdom of Morocco.

Wednesday, October the 28"

Opening Session

9:30: Welcome speech of Mr Abdelaziz BENZAKOUR, Mediator of the
Kingdom of Morocco;

9:45: Introduction of the general framework and objectives of the training
session, Ms Fatima KERRICH, coordinator.

Module 1: « Files dematerialisation »

10:00 : Speekers :
- Ms Mokhtari Dalila, Researchofficer, National Consultancy Commission
on the Promotion and the Protection of the Human Rights- Algeria ;
- Ms Nadia Abdallah Al Hyasat, Investigator, Jordanian Ombudsman
Bureau— Hashemite Kingdom of Jordan.
11:30: Debates;
12:00: Break.

Module 2: « On-line complaints »

12:30: Speakers :

- Ms Ahlem JEGUERIME, Legal-coordinator of the sector of instruction
and guidance- of the department of Admissiblility, Guidance and Rights
Acess , Defender of the Rights, France ;

- Mr Arne MAVCIC, Slovenia.

13:30: Debates;
14:00: Lunch.

Thursday, October the 29t

Module 3: « The management of services’ quality »

09:00 : Speakers :
- Ms Najet GharbiKadri, Director General, project manager-
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Administrative Mediator of Tunisia.
10:30: Debates;
11:30: Break.

Module 4: « Institution’s communication (portals, internet, newsletters) »

12:00 : Speakers :
- Ms Maria-José Pastor Alfonso, Technician in the Ombudsman's office
and Website coordinator— people’s defender, SPAIN.
13:00: Debates;
14:00: Lunch.

Friday, October the 30"

Module 5: « Institution’s communication (social media) »

09:30 : Speakers :
- Ms Elena Kindyni, Social Media and Outreach- Officer, European
Ombudsman;
- Mr Jurgen Cassar, Research and Communications Manager- Office of
the Ombudsman- MALTA.
10:30: Debates;
11:30: Break.

Closing Session

12:00: General discussion;

12:30: Assessment session and presentation of the summary report;
13:00: Closing speech;

13:15: Distribution of certificates and closing session;

13:30: Lunch;

15:00: Touristic Visit.
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Opening Speech

Mr Abdelaziz BENZAKOUR,

Mediator of the Kingdom of Morocco
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Distinguished participants;

| am pleased to welcome you at the opening of this training session on
“Ombudsmen and Challenges of New Communication Technologies” organized by
the Center for Training and Exchange on Mediation in Rabat, which gives
importance to building capacities, expertise transfer, and exchange of experiences
and good practices concerning the different areas related to the action and scope
of intervention of institutions of Ombudsmen and Mediators in the

Mediterranean space.

| seize the occasion to welcome you in Morocco and wish you a good stay

among us.

The choice of the topic was motivated by different reasons such as the need
to accelerate the pace of information exchange and the good exploitation of time

and reduction of costs related to management.

Given the speedy development of the new technologies throughout the
globe, in such a way that we talk about a technological boom based on different
techniques, information, communication and practical functions, these tools have
become commonly used. Therefore, their importance is manifested in different
domains such us facilitating the task of their users, simplifying the communication
process, especially distant communication, and above all guaranteeing the best

management of time.
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Ladies and Gentlemen;

This domain, which you will tackle some of its categories and roles in
connection to your area of action, have become full-fledged discipline, taught in
specialized institutes, and given the accumulation made concerning the
knowledge, methodologies, and techniques, it has become crucial to dispose of
the skills and capacities likely to guarantee making maximum profit of such
knowledge, and to be exploited in order to improve the quality of the services

provide by our institutions, which face many challenges, namely:

First of all, the best manner to move from the traditional ways used in
managing our work and in our multi-faceted and different objectives
communication, into the new tools which are strongly present, requires us to be

well-informed concerning all the developments in this field.

Second, a need arises on how to keep up with the speedy evolution of the
new communication technologies and adopting them, while maintaining our
technical options which are most appropriate to organize our action and define

our strategy in this domain.

Third, search for the best ways to render such tools serve our missions and
objectives, to communicate among us and with citizens, to manage our work in
the appropriate circumstances and with the minimum costs, to participate in the
simplification of citizen’s access to information and a to undertake rational
management of files deposited with such institutions, especially that they receive

a large number of complaints burdened with attachments.
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From this perspective, and given the communicative role of the institutions
of mediation, and bearing in mind the missions assigned to them, especially with
respect to carrying out mediation between citizens and the administration in
order to assist them enjoy their rights within reasonable deadlines, and to react
to their aspirations, the mastery of the personnel of such institutions of these
tools requires the organization of sessions of in-service training, being informed
of all updates in this area and being acquainted of the good practices and pioneer
experiences in your institutions, which may be used to develop our action and
make our missions in conformity with principles of good governance and to serve

the objectives lying behind the creation of these institutions.

We have tried, as much as possible, to overcome all these challenges through
modules that you will focus on and give viewpoints on their behalf, enrich debate
about them, and we are pretty convinced that such session will be rich and
beneficial for all of us to increase the efficiency of these institutions, and this is

likely to make the secret of its success.

I wish all the best to your action and a good stay among us.
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Module 2: « On-line complaints »

Ms Ahlem JEGUERIME, Legal-coordinator
of the sector of instruction and guidance
of the department of Admissiblility,
Guidance and Rights Acess,

Defender of the Rights, France

Mr Arne MAVCIC, Slovenia
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Speech of Ms Ahlem JEGUERIME

Introduction:

The Defender of Rights is an independent administrative entity, whose legal
authority has been inscribed in the Constitution since July 23rd 2008, and was

established by the organic law passed on March 29th 2011.
This newly created Institution is the successor of four previous entities:

* The Mediator of the French Republic (Le Médiateur de la République);

= The Children’s Defender (Le Défenseur des enfants);

* The High Authority against Discrimination and for Equality (La Haute autorité
de lutte contre les discriminations et pour I'égalité);

* The National Commission on Security Ethics (la Commission nationale de

déontologie de la sécurité).

The objective of this reform was to streamline the system guaranteeing the
protection of rights under one unique authority, so as to facilitate and simplify its

access by citizens.

One of the strengths of the Defender of Rights’ organization is its network of

nearly 450 volunteer delegates across the national territory.

Any individual or corporate body can directly refer matters to the Defender

of Rights in its various fields of intervention, which consist of :

= Defending the rights and freedoms of users of public services ;

= Defending and promoting the best interest and rights of the child ;
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= Combating discrimination and promoting equality ;

= Ensuring respect for ethics by those engaged in security activities.

Referring a complaint to the Defender of Rights is free of charge, and no
particular formalism is required. Except for prisoners, the Institution does not

provide paper forms.
There are three ways to refer a case to the Defender of Rights:

= By regular postal mail (approximately 60 % of the complaints are sent by this
way) ;

= By online form on the Defender of rights’'website (about 25 % of the referrals
received each year are made online) ;

= Through one of its volunteer delegates, available through-out the territory
for the public (about 15 % of the referrals are sent to the headquarters

through their intermediary).

In comparing the data for 2014 and 2015, we can notice an increase in the

number of online forms received.

Indeed, since the beginning of 2015, the Defender received 4 811 online

forms, compared to a total of 4 643 in 2014.

We expect to receive about 6 000 online complaints this year, for a total of

15 000 cases registered at the Headquarters.

Online forms processing:
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The direction of complaints received by the Defender of Rights is made each
day in its admissibility department called “Admissibility-Orientation-Access to

Rights”.

Each morning, once it has been verified that there is no existing folder for
each complaint received, 3 to 4 agents of the department meet during about 2
hours to give a first legal analysis of each new complaint (we receive 30 to 60
paper referrals each day, and around 20 online complaints). A collegial exercise
(using a daily rotation system between legal experts of the Admissibility
department) was preferred to an individual one, because of the high number of

new complaints received each day, and their potential complexity.

The legal experts are expected to briefly sum up the case, to give an opinion
on the relevant actions that could be done if the case is to stay at the Admissibility
department, to assess its degree of urgency, which can justify a direct processing

by the Admissibility department, and to direct it to the proper department.

Legal experts of the Admissibility department may also request for the
opinion of specialized departments, especially when they have a doubt on the
direction to give to the complaint. The request is usually and preferably made
through our internal network (Agora). This dematerialised process was preferred

III

to sending the “physical” file, in order to avoid losing track of it.

The direction of complaints made by the legal experts are then verified by

one of the two coordinators of the Admissibility department. This verification step
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is necessary, not only to ensure that no misjudgment has been made, but also to

improve consistency in the processing of cases.

The objective of the department is to provide a day-to-day analysis of each
online form received, this is why each of the two coordinators shall analyse and

direct the online forms alone several times a day.

Lastly, each online complaint received leads to the sending of an
acknowledgment of receipt to the complainant (or, more generally, the person
referring the matter) by e-mail containing the reference number of the complaint
registered by the Institution. The only exception that excludes the sending of an
acknowledgment of receipt is when the complaint is sent by a child denunciating

his parents’ misconducts.

Positive and restrictive aspects of online referrals:

Although online referral forms present several positive aspects to be
underlined, both for the complainants and the Institution, we can list specific

difficulties to this type of referral.

Concerning the positive aspects to the complainants of such an online
referral form system, it is undeniable that it responds to a real need, given the
evolution of society and the generalisation of dematerialisation. Furthermore, it
can be considered as a simple way of lodging a complaint to the Institution,
provided that it is appropriately designed to achieve this goal. It should also be
noted that referring a matter to the Institution by this way is totally free of charge,

as it excludes postal charges and printing costs.
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With regard to the processing of online complaints, it is worth noting that
some mandatory fields have been introduced, in order to facilitate the analysis
and processing of the complaints. By way of example, in its current form,
complainants have to mention to what field(s) of intervention of the Defender
their complaint deals with, and to give some details depending on the selected
areas. Those mandatory fields provide a first overview of the matter referred to

the Institution.

The complainants also have to mention their electronic address. They
generally provide their phone number too even though this is not compulsory (this

is rarely the case for paper referrals).

Having the complainant’s electronic address and/or phone number helps to
facilitate dematerialised exchanges between the complainant and the agent in

charge of his case, and encourages more direct contacts.

In some way, avoiding postal mails may also help reducing the instruction’s
delays, especially if the case needs a request for additional information and/or

documents.

Nonetheless, we identified several specific restrictive aspects of online

forms.

As regards the complainants, it is relatively common for them to face

difficulties in sending large file attachments.

In complaints processing, we notice a higher proportion of very succinct

complaints, made without clear and structured presentation, and of complaints
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sent on the spur of the moment, without any result being given to our request for
additional information and/or parts. However, the closing rate of online
complaints for jurisdiction or admissibility is slightly lower than the one observed
for paper referrals. This can be explained by a certain quality level of information

provided before sending the form.

Last but not least, it should be reminded that the use of computers and
information technology should not have the collateral effect of excluding some

people, especially eldery and disabled people.

Conclusion— Tools to improve the quality of online complaints:

The quality of complaints addressed to the Institution refers partially to the
percentage of admissible complaints. Indeed, about 50 % of the complaints
addressed to the Institution stay at the Admissibility department level either

because they are incomplete or outside our scope of action.

There are areas we can work on in order to improve the quality of
complaints, such as an appropriate communication plan and an improved online

referral form system.

To this end, two working groups were set up by the Institution, in order to
discuss the redesign of its website, on one hand, and of its online referral form, on

the other hand.

The Institution’s website was created in a hurry in 2011, when the four
previous institutions merged. It appeared to be unclear and the home page

contained too much information. A performing website, easily accessible to
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disabled people and containing relevant information on the Institution and its

activity became a necessity.
The new website of the Defender of Rights was launched in July 2015.

It is also crucial to provide simple ways of lodging a complaint to the
Institution. For this aim to be achieved, it is important to provide a performing
online referral form system. This form must be easy to access and should
encourages citizens to clearly outline their situation by asking relevant questions
and requesting complementary documents before sending the form. Our present

form is currently being reviewed in order to be improved.

Nonetheless, it should be kept in mind that the simplification of the online
form and of the terminology used may lead to an increase of the number of

complaints, suggesting an increase in the number of out of jurisdiction ones.

It is therefore necessary to clearly recall the Institution’s skills, and to keep

some relevant mandatory fields.
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Speech of Mr Arne MAVCIC

The computer aided support of the Slovenian constitutional court:

Abstract:

The legal information (mainly the constitutional case-law) as supported by
different means of communication or media, taking into consideration the
principle of the public nature of the activities of any constitutional court or the
equivalent body, circulate from the constitutional court (or the equivalent body)
as a decision issuer, to the public, external users- the potential applicants before
the constitutional court (or the equivalent body), who receive information which
may motivate their new applications. This stream of information constitutes a
certain procedural circle due to the nature of proceedings before the
constitutional court (or the equivalent body), which are in principle proposed
proceedings (juridiccion voluntaria). Concerning public character of activities of
constitutional courts or equivalent bodies, only a permanent inflow of
applications to the constitutional court (or the equivalent body) actually justifies
its existence and function. The constitutional case-law system should further
insure the rapid spread of constitutional and legal principles in force and should
contribute to greater legal safety. Accordingly, the collected or electronically
available case-law might be interesting for a legal expert who is in search of a
constitutional case-law that might be similar to the case they are working on, as
well as for the potential applicant before the constitutional court (or the

equivalent body), or for a constitutional framer or legislature as a user creating
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new legal rules, as well as for a constitutional court (or a equivalent body) itself as
a user of existing constitutional case-law and other relevant documents when

exercising constitutional and/or judicial review.
Contents:

= Significance of Case-Law Information for the Activities of the Constitutional
Court (or the Equivalent body) ;

= Experiences of the Constitutional Court of the Republic of Slovenia ;

= Public Control/The Public Nature of the Court’s Activities :
— Public Hearings ;
— The Publication of Court Decisions in Official Gazettes, Official Digests, as

well as in Legal Journals.

* The Independence and the Autonomy of the Organization of the
Constitutional Court :
— General ;
— Submission of an Application in Electronic Form.

= The Use of Codices Standards ;

= References.

Significance of case-law information for the activities of the constitutional

court (or the equivalent body):

Limiting myself to issues regarding constitutional courts or equivalent bodies
| would emphasize that the universal participation of constitutional courts or

equivalent bodies in the modern information exchange became a very important
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change, in particular because until 1990 legal informatics in Europe in the domain
of constitutional matters, with a few exceptions1, generally speaking, did not keep
up with general trends in other domains. In many cases the documents issued by
constitutional courts or equivalent bodies (mainly case-law) used to be processed

by other subjects, at that time more advanced in informatics.

On these grounds from the very beginning on the initiative by the then
founded Venice Commission of the Council of Europe2 was welcomed through
which  constitutional courts and  equivalent  bodies  exercising
constitutional/judicial review belonging to a common information
(documentation) centre would enable their potential users to access the
information on constitutional/judicial review matters. Nowadays, the number of
legal information is still on the increase, which entails more troubles in orientation
within one's own and other legal systems. In this situation the solutions providing
appropriate professional comparative information exchange as well as

comparative studies on constitutional/ judicial review matters are very welcome.

Hitherto, we should recall the respective first attempts in this field: when a
long time ago such as the very concrete project was explained on the occasion of

the Seventh Conference of European constitutional courts, held in Lisbon from 27

1 E.g., the Italian legal database designed by the Italian Supreme Court (Corte Suprema di Cassazione); the German legal information
system JURIS; the Austrian legal information system ALEXIS.

2 The real opportunity has opened the first ad hoc Commission of the Conference from 31 March 1 April 1989 in Venice, convened by the
Italian government with the participation of the then Member States of the Council of Europe Conference by Dr. La Pergola. On the
following ad hoc conference on establishment of the Commission from 19 to 20 January 1990 in Venice, held at the invitation of the Italian
government, the resolution establishing the Commission for a transitional period of two years, was adopted the European Ministers for
Foreign Affairs of the then Council of Europe Member States. At the same conference were present as observers the following countries:
Bulgaria, Czechoslovakia, German Democratic Republic, Hungary, Poland, Romania, Yugoslavia and the Soviet Union. The Commission
obtained an autonomous and sui generis status within the Council of Europe and the Secretariat as a technical support. In accordance with
arrangements by the then Italian Government and the Venetian Region (Regione Veneto), in terms of organizational and technical
reasons, a solution was found to locate the Commission’s headquarters in Venice. Due to the place of its establishment and according to
the ordinary place of its plenary sessions, the Commission received its second, in practice more familiar name - the Venice Commission.
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to 29 April 1987. It was a progressive and visionary joint project of the then Italian
and German constitutional courts which aimed at the concentration of
comparative constitutional case-law available for constitutional courts and
equivalent bodies exercising constitutional/judicial review as well as for other
users, located at the University of Bologna3. Unfortunately, this project has not
been well understood by the Conference participants and therefore not realized

at that time4.

From the point of view of constitutional case-law usage, the documents shall
be collected as full texts, possibly without selection. The selection shall always be
subject to the fact by which it is to be performed: in principle, the producer of
documents is the only one authorized to it. The selection shall always be
sufficiently representative. The user's interest shall always be taken into account.
In my opinion, the information process is optimum when the user does not have

the data served by the producer but is free to select them.

Concerning the Slovenian Constitutional Court's practice, there are the
following types of information necessary for any form of comparative

constitutional-law issues:

= Constitutional case-law;

8 The initiators of the idea were then President of the Federal Constitutional Court of Germany dr. Wolfgang Zeidler (1924-1987) and then
President of the Constitutional Court of Italy, dr. Antonio La Pergola (1931-2007). Information on the project was presented to participants
at the meeting of presidents of constitutional courts, the conference participants, 28 April 1987. It has been suggested that in (the oldest
European University) University of Bologna organized by the International Documentation Center on the Constitutional Court related to the
system for the computerized data processing. Bologna should mean the best location in terms of traditions and geographical links.

4 At this meeting, presented the idea drew out attention. Since it has been defined as a formal proposal, it did not decide. They have
provided support for the establishment of the center, but with a clear margin on specific funding opportunities. Perhaps it was then time for
the idea too ambitious and too early, so that the debate on the slide in the dead end because of alleged problems with the future funding of
such institutionalized useful information and links regarding its seat.
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= General opinions or reports taken by constitutional courts or by equivalent
bodies;

= Theory on constitutional/ judicial review;

= Regulations on constitutional/ judicial review matters (provisions of the
Constitution, laws on constitutional courts or equivalent bodies with similar
competence, rules of procedure and other internal regulations of
constitutional courts and equivalent bodies exercising constitutional review

etc.).

The exchange of such circle of information should further provide quicker
spreading of legal principles in force and should contribute to greater legal safety.
In compliance with such concept, each individual document might be interesting
for a wide range of external users, i.e. regarding the contents of a definite decision
of the constitutional court (or the equivalent body) or the contents of any other
text from the practice and theory of constitutional courts and/or equivalent
bodies. It could be duly anticipated from the Slovenian experience that the final
user of legal information would be less interested in more bibliographic data than

in more substantial information.

The study of collected constitutional case-law may be of the following

importance:

= Aid to the constitutional court and/ or the equivalent body activities;
= Scientific contribution to the theory on constitutional/ judicial review;

= Historical survey of constitutional/ judicial review;
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® Practical aid in the domain of implementation of constitution and law.

Information on the constitutional case-law is classified under scientific
information of the vast domain of law. This encompasses the use of specific
knowledge from the domain of constitutional justice. As a matter of fact, this area
includes information on anomalies in law5. The information on the practice of
constitutional courts and/or equivalent bodies is relevant for the investigation of
systems of constitutional/judicial review from the comparative point of view. On
the other hand, the information in question is designed for monitoring social
phenomena that are relevant for safeguarding the rule of the Constitution and the
law and that are reflected in the practice of constitutional court and/or equivalent

bodies. A complex solution of any social case, however, requires a high level of

5 Which have been removing through a special procedure by decisions taken by constitutional courts or other equivalent bodies.

In the period after adoption of the Slovenian Constitution of 1991 (Official Gazette RS, No. 33/91), the Constitutional Court has

played a more important role based on its new extended powers. In the sense of contemporary trends, the Slovenian Constitutional Court

has assumed the role of a negative Legislature. In this period of transition the Legislature is not always able to follow developments nor to

impose standards for all shades of the legal system and its institutions. This results in the so-called interpretative decisions taken by the

Court or the appellative decisions or certain declaratory decisions that include certain instructions by the Constitutional Court to the

Legislature on how to settle a certain question, or a specific issue (Art. 48, Constitutional Court Act, Official Gazette RS, No. 15/94). However,

in compliance with the Principle of Judicial Self-Restraint, a clear limit has been imposed on the Slovenian Constitutional Court due to the

fact that the Court has actively been creating the legal rule both negatively (e.g. by abrogation) and positively (e.g. by appellative,

interpretative and the declarative decisions), a function theoretically reserved for the Legislature.
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technical, scientific and research work whereby information on the standpoints of

constitutional justice might be useful as well.

Experiences of the consitutional court of the republic of Slovenia:

Starting with 1963, the legal Information system of the then Constitutional
Court of the Republic of Slovenia 6included the constitutional case-law of the
Slovenian Constitutional Court in the uniform legal database (based on classical
records) including also the constitutional case-law of all other constitutional
courts from the territory of the former Yugoslavia. The compiled data on the
decisions of nine constitutional courts at that time were, however, an

indispensable basis for their work.

Therefore, since the introduction of constitutional review in the former
Yugoslavia in 19637, the then Legal Information Centre of the Slovenian
Constitutional Court was engaged in a systematic acquisition and comparative
processing of case-law of all former Yugoslav constitutional courts8. These efforts

developed into comprehensive records on the case-law of Yugoslav constitutional

6 The Constitution of the Socialist Republic of Slovenia of 1963 (Official Gazette SRS, No. 10/63) envisaged the first (Federal Constituent
Republic) Constitutional Court. This Constitution was adopted at that time when the "social needs for the deepening of the self-managing
socialist democracy and additionally for more efficient protection of constitutionality and legality" appeared. In the first place, previously the
judicial review (control) of legality of administrative acts was already introduced. However, the practice showed that the legislative and
executive bodies (first of all for the objective reasons) were not able to review the constitutionality and legality of regulations enough
efficiently and critically by themselves, because they were authors of such regulations at the same time. Similarily became evident in other
countries as well. Therefore the then government decided that it would be better to introduce special, from the legislature and executive
independent state bodies which would be empowered for the protection of the constitutionality and legality of regulations — likely from the
establishment of the Austrian Constitutional Court onwards, more and more countries introduced such special constitutional courts.

7 The establishment of constitutional review was largely accredited to the support of the then political leaders, who held the review that
disputes and controversies in the Yugoslav society should not be resolved politically but, rather, by means of "an objective and legal
arbitration".

8 Under the Federal Constitution of 1963 and 1974 as well as under Member State Constitutions of 1963 and 1974 the power of
constitutional courts was based on the separation jurisdiction between the Federation and the Member States (6: Slovenia, Croatia,
Bosnia and Herzegovina, Serbia, Montenegro, Macedonia) constitutional courts acted with due institutional independence in compliance
with the powers specified in the constitution of the appropriate level, whereby constitutional courts were in no hierarchical relation to one
another and the Federal Constitutional Court was not an instance above other constitutional courts, nor was the member state
constitutional court an instance above provincial constitutional courts. However, the then Federal Constitutional Court was empowered to
decide on the jurisdictional disputes between constitutional courts of member states and/or autonomous provinces.
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courts (translated into one language— into Slovenian), organized in files. This was
an excellent basis for transition to the computer processing of the constitutional
case-law. The mentioned database was computerized by 1 January 1987. The
database was based and maintained on the then full-text program packages of
different generations and was open to the public at many locations. The then free
search database included full-text documents (covering constitutional case-law

and theory) and was subject to monthly updating.

Almost in the same period, the computerization of the Slovenian ordinary
and specialized (administrative, labor, social) courts started under guidance of the

Slovenian Supreme Court9.

Concerning the Constitutional Court, very early, an exchange of
constitutional case-law has been practiced with some neighboring constitutional
courts10; besides, in 1989 the first on-line computer communications with the

then existing foreign information systems were introduced11.

The additional goal of the then national (comparative) database(s) was to
build the Court's own databases (containing case-law and other relevant
documents), which was particularly important with reference to the fact that
national databases should, wherever possible, be included into international
systems of similar character. This was important for several reasons: it led to an
exchange and comparison of experiences and thereby to improved efficiency and

quality of work. Further, more and more attention was paid to the cooperation

9 http://www.sodisce.si/vsrs/
10 Constitutional Courts of Italy, Austria and Germany.
11 Such as ECHO Luxembourg, JURIS (including all CELEX bases), Germany, and ALEXIS (including RDB Austria), Germany-Austria.
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related to the building of foreign national and international case-law databases as
well as to the improvement of the quality and standardization of primary

documents (case-law and other relevant documents).

The Slovenian Constitutional Court's information exchange with other similar
information systems, databases and other similar sources of legal information
influenced the creation of common standards especially concerning the structure
of constitutional/ judicial review, powers, organization and procedure before
constitutional courts and/ or equivalent bodies, and even the unification of some
systemic legislative solutions, especially during the transitional period of the

Slovenian constitutional and legal system.

The question as to whether Slovenian constitutional case-law from the
period after the adoption of the 1991 Constitution (Official Gazette RS, No. 33/91),
especially in its relations to the fundamental rights and freedoms, has adapted to
or is more comparable with foreign constitutional case-law, can be answered in
the sense that the Slovenian constitutional case-law came close to the foreign
case-law in its approach to fundamental rights also due to newly established links
to the national and international legal information systems abroad. The number
of human rights cases had considerable increased. In this respect it is necessary to
bear in mind that the “frequency” of individual rights before Constitution Court
mainly depends on what kind of problem appellants (who may be inspired by
national and international case-law as well) place before Constitutional Court. The

Constitutional Court now appeared as a guardian of the constitutionality and
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legality (see Para. 1 of Article 1 of the Constitutional Court Act, Official Gazette RS,
No. 64/07) in such a way that it decides not only on the accordance of general
legal acts with the constitutional provisions on fundamental constitutional rights
(in the sense of abstract and concrete review of general legal acts) but also on
constitutional complaints12 against the violation of human rights and
fundamental freedoms by individual acts (Item 6 of Para. 1 of Article 160 of the

Constitution; Articles 50-60 of the Constitutional Court Act).

Public control/ the public nature of the court's activities:

The public nature of the activities of the Constitutional Court is explicitly
declared by the Constitutional Court Act (Para. 1 of Article 3) and by the Rules of
Procedure (Articles 23 to 33, Official Gazette RS, No. 86/07). This principle may be

realized in some different forms:

Public Hearings:

Save where expressly provided by statute (Article 35 etc. of the
Constitutional Court Act), all Court proceedings are conducted in public and all
decisions are delivered in open Court (the public nature of court hearings; the
public nature of delivering decisions). These public activities function as a control

or supervision of the impartibility and legality of the decision making process.

12 Beside the constitutional provision that the Supreme Court is the highest Court in the State (Art. 127(1), Constitution) within the scope of
the ordinary judiciary (of course) the Constitution of 1991 extended the function of constitutional review of regulations, deciding of
jurisdictional disputes and other powers which have been exercised by the former Constitutional Court(s) from 1963 onwards by some
new powers, especially be the constitutional complaint and by the impeachment as well. By the constitutional complaint, the position of the
Constitutional Court was upgraded to the highest judicial instance for the protection of human rights and fundamental freedoms. By Art.
1(1) of the Constitutional Court Act such position was only confirmed. That means that the Constitutional Court’s decisions “control” also
the decision-making of ordinary courts regarding the protection of human rights and fundamental freedoms. From the point of view of such
general orientation and taking into account the constitutional concept of the separation of powers (Art. 3, Constitution) to the legislative,
executive and judicial power and respectively the special independent position of the Constitutional Court, such principles were explicitly
settled by the introductory provisions of the Constitutional Court Act.
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The principle of the public nature of the activities, declared by the above
mentioned provision, is of general importance concerning all kinds of
proceedings; the purpose of the mentioned principle is to ensure a control on the
activities of the Court to the parties of the proceedings and also other citizens (the
unlimited circle of individuals). The respective function is ensured e.g. also by the
legal provision on public hearings before the Constitutional Court (Article 35 and
36 of the Constitutional Court Act). The constitutional Court may exclude the
public from a hearing or part thereof on the grounds of protecting public morals,
public order, national security, the right to privacy and personal rights (Articles 37
and 38 of the Constitutional Court Act). The public nature of the activities of the
Constitutional Court results also from some former internal regulations or systems
adopted by the Constitutional Court13- the then Legal Information System of the
Constitutional Court introduced in 1987, the computerized database of Slovenian
Constitutional Case-Law as a public database, in principle accessible to all users of

legal information.

The Publication of Court Decisions in Official Gazettes, Official digests, as

well as in Legal Journals:

Providing information to the national and foreign public concerning decisions
of the Constitutional Court is, moreover, one of the functions, following the

principle of the public nature of the activities of the Constitutional Court, set forth

B Articles 4 and 39 of the Rules of Procedure of the Constitutional Court (Official Gazette SR, No. 10/74;
Articles 39-41 of the Regulation on Internal Office Administration of 26 May and 7 July 1977 and of 16 January 1992;
Conclusions on the Assurance of the Public Nature of the Activities of the Constitutional Court Through the Public Media
of 13 January 1983 and 24 December 1987;
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in laws and in other regulations14. The Constitutional Court applies this principle
by publishing its decisions in official publications (e.g. Official Gazette, see Article
69 of the Constitutional Court Act and Article 46 of the Rules of Procedure of the
Constitutional Court) and by allowing access to information on its decisions in its
database basically in the Slovenian and English language. The English translation

of the Slovenian constitutional case-law has been provided from 1992 onwards.

Slovenian constitutional case-law has been published and offered to

interested public:

* |[n Odloc¢be in sklepi Ustavnega sodis¢a (the Official Digest of the
Constitutional Court; the Slovenian full text version, including dissenting/
concurring opinions, and English abstracts) since 1992;

* |n the Pravna Praksa (Legal Practice Journal; Slovenian abstracts, with the
full-text version of the dissenting/ concurring opinions);

= Since 1 January 1987 to 18 July 2003 via the on-line STAIRS database (the
Slovenian full text version; since 1963; the English full-text version since
1992); for this purpose a special English-Slovenian glossary was created
containing terms on constitutional law;

= The only original CD-ROM containing the Slovenian Constitutional Case-Law
(in Slovenian) was issued in May 1998;

= Since 1993 in the Bulletin on Constitutional Case Law of the Venice

Commission of the Council of Europe (including English and French

14 Article 3 of the Constitutional Court Act; Article 5, Para 2 of Article 37, Articles 6, 66 and 67 of the Rules of Procedure of the
Constitutional Court; Official Gazette RS, No. 49/98, Articles 4 through 39 of the Regulation on Internal Office Administration; Conclusions
on the Assurance of the Public Nature of the Activities of the Constitutional Court through the Public Media, adopted on 13 January 1983
and 24 December 1987.
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summaries of the most important current decisions), as well as in the
CODICES database issued on CD-ROM (Slovenian and English full-text
versions and summaries in English and French), http://www.codices.coe.int;
http://www.coe.fr/codices;

= Since August 1995 on the Internet (Slovenian constitutional case law since
1990 (full text in Slovenian as well as in English - http://www.us-rs.si);

= Since 1998 on the homepage of the A.C.C.P.U.F. (the French Speaking Group
of constitutional courts) (http://www.accpuf.org);

= Since 2000 on the website of the lus-Info database of constitutional case-law
(abstracts and full texts of decisions) and literature (abstracts) in Slovenian

from 1963 onwards (http://www.ius-software.si).

The circulation of constitutional case-law information through several
computerized information systems is of the highest importance. Legal information
on constitutional/ judicial review matters as supported by such different means
of communication or media, taking into consideration the principle of the public
nature of the activities of any constitutional court or equivalent body, circulate
from the constitutional court or equivalent body as a decision issuer, to the public,
the potential petitioners before the constitutional court or equivalent body, who
receive information which may motivate their new petitions. This stream of
information constitutes a certain procedural circle due to the nature of
proceedings before any constitutional court or equivalent body, which are in
principle proposed proceedings (jurisdiccion voluntaria): only a permanent inflow

of petitions to the constitutional court or equivalent body actually justifies the
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very existence, function and activities of the constitutional court or equivalent

body15.

The initial purpose of the legal databases of the Slovenian Constitutional
Court was to provide more flexible processing of legal information, primarily
constitutional case-law, as a support to the Constitutional Court in its decision-
making processes. However, the activities of the Constitutional Court are
conducted in public (Article 3 of the Constitutional Court Act, Official Gazette RS,
No. 15/94; Article 5 and Articles 53 to 55 of the Rules of Procedure of the
Constitutional Court, Official Gazette RS, No. 49/98). Therefore the corresponding
databases were not created for internal users only (judges and legal advisers of
the Court); from the very beginning they were intended for external users of legal

information concerned with practice and theory related to constitutional review.

15 Just a broad individual access to the constitutional review contributes to the protection of human rights and fundamental freedoms,
accelerates the democratisation of any legal order and promotes the state governed by the rule of law at the same time. Furthermore, it is
a matter of a democratic supervision over the commanding state bodies and the exclusion of contradictions from the legal order and by this
means its gradual improvement (bringing in the accordance with the constitution) as well. Accordingly, a broader individual access to the
Constitutional Court stimulates the democratisation of the legal order which citizens have an opportunity to initiate a direct and immediate
control over the legislative, executive and judicial state power. In some cases such controle would certainly contradict the major will,
however just such kind of tension is surely a basic element of the constitutional democracy.
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The independence and the autonomy of the organization of the

constitutional court:

General:

Most systems of constitutional/judicial review allow for the organizational
autonomy of the empowered body on the basis of the Constitution or on the basis
of the Constitutional Court Act. This means they authorize the respective
constitutional/judicial review bodies to follow their own rules regarding their
internal organization. Special services of the Constitutional Courts are organized
in a similar way: they consist of clerks and clerical staff, whereby the head of

special services generally holds the status of a secretary general.

The Constitutional Court of the Republic of Slovenia regulates its
organization and work with its rules of procedure and other general acts (Para 2
of Article 2 of the Constitutional Court Act). The new Rules of Procedure were

adopted on 17 September 2007 (Official Gazette RS, No. 86/07).

Concerning legal information, two special services were established as

follows:

The Analysis and International Cooperation Department gathers data and
other information of a legal nature needed for the work of the Legal Advisory
Department, prepares comparative legal materials and analyses necessary for
cases being considered by the Constitutional Court, prepares the legal basis for

the constitutional court records, provides translations of the Constitutional Court
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decisions into English, and performs tasks in the field of international cooperation

(Article 17 of the Rules of Procedure).

The Documentation and Information Technology Department ensures
information technology support for the work of the Constitutional Court, provides
for the computer-supported operation of the Constitutional Court, maintains
constitutional court records, and performs library services required by the

Constitutional Court (Article 18 of the Rules of Procedure).

The fully computerized internal administration information system was
introduced in 2005. The last larger upgrade of the information system was
initiated in 2004 and has not yet been completed. That year, an integrated system
was introduced that incorporated all previously separate applications and
documents into the Integrated Information and Case Management System, which
is used by all staff of the Constitutional Court who take part in the business
processes of the Constitutional Court regarding cases. Furthermore, the official
Court’s website www.us-rs.si (including the free search database of constitutional

case-law in Slovenian and English) has been upgraded frequently.

Generally speaking, the Information System of the Constitutional Court from
the users’perspective includes the following components: integrated case
management system, document assembly system (which is actually a part of the
case management system), intranet and extranet, information services, internal

and external legal databases, website, user tools (Word, Outlook, etc.), other
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applications (e.g. finance, human resources, etc.), which are not essential for the

legal part of the business process.

Submission of an Application in Electronic Form:

The applications may be submitted in person at the Constitutional Court's
Office of the Registrar during office hours, or sent by mail or other means of
communication technology (Para. 1 of Article 35 of the Rules of Procedure of the
Constitutional Court of the Republic of Slovenial6). Applications that are
submitted in electronic form but which do not contain a secure electronic
signature based on a qualified certificate are not considered applications that the
Constitutional Court receives in the framework of office operations, and thus it is
not obliged to respond to them (Para. 2 of Article 35 of the Rules of Procedure of

the Constitutional Court of the Republic of Slovenia).

The use of codices standards:

From the beginning on, the Slovenian Constitutional Court has been
participating in the Venice Commission activities when as early as September
1991, at the Venice meeting of the Working Group on Constitutional Justice, it was
decided to establish a special documentation centre to collect and disseminate
constitutional case-law of all constitutional courts and/or equivalent bodies

participating in the Venice Commission17, as well as to make such case-law as

16 Official Gazette of the Republic of Slovenia, Nos. 86/07, 54/10 and 56/11.

17 The central section of the Venice Commission is the Constitutional Judiciary, because in this field the exchange information and ideas
between the traditional and the new democracies is of the highest importance. Therefore, the Commission in 1992 decided to establish a
documentation center, to accelerate the mutual exchange of information between the constitutional courts and equivalent bodies of
constitutional and judicial review and to inform the interested public about constitutional case-law. To this purpose, the Commission
established a network of liaison officers from constitutional courts and equivalent bodies of the Commission’s member states. They
prepare the contributions of the current constitutional case-law three times a year to the Bulletin of Constitutional Case-Law and to the
database CODICES Commission (Digest of Constitutional Cases) with unique systematic thesaurus. The establishment of the Joint
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widely available as possible. The first Slovenian liaison officer was appointed by

the Court in 199118.

Since 1992 the Slovenian Constitutional Court has been providing not only
the Slovenian version of the Court's case-law but also the English version.
Additionally, the Venice systematic thesaurus translated into Slovenian19 and
extended by particular Slovenian procedural terms has been used as a basic tool
for the processing of decisions in their Slovenian and English versions. The same
thesaurus has been used as an index for purposes of the Slovenian Constitutional

Court's Official Digest.
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Module 4: « Institution’s communication (portals,

internet, newsletters) »

Ms Maria-José Pastor Alfonso,
Technician in the Ombudsman's office

and Website coordinator— people’s defender, SPAIN
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Speech of Ms Maria-José Pastor Alfonso

What are How will
What do we going visitors find

we want to show? on our
to say? website?

How will
visitars
use our

website?

Building a website that supports the Ombudsman's activity is no easy task:
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Usability:

The site must be easy to read, to navigate, and to understand ;

A critical, but often overlooked component of a successful website.

Navigation:

Good navigation should be intuitive, easy to use and navigation should help
to find the content quickly ;
It doesn't need to be boring ;

Using standardized navigation link and page names.
Content:

The site must have substance ;
Our audience is looking for information that will help them make a decision;

The content should be informative and relevant.
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Visual design:

The site must be visually appealing, polished and professional ;

An attractive site generates a positive impression and keeps visitors on the

site once they arrive.

Interactive features:

When internet users visit a website today, they expect a certain level of

interaction ;

Newsletter Subscription, commenting on articles, social bookmarking,

google map, etc.

Functionality:

Every component of the site should work quickly and correctly, including

hyperlinks, contact forms, site search box, etc;

Broken or poorly constructed components will only leave our visitors

frustrated and disillusioned with the Ombudsman.

?. DEFENSOR

:rn'k < pEL PUEBLO

www.defensordelpueblo.es

Main Characteristics:

= Qur main aim is to be transparent, intuitive and more friendly :
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Somos una Institucion transparente

Quera aaber mas

Consulla Te Ousja

Cualquier persona, asociacion o entidad puede poner una
queja. Nuestra actuacion es gratuita

= Responsive web design :

Provides an optimal viewing experience across a wide range of devices:

desktop computers to tablets and mobile phones.
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= Social media sharing:

You ) Linked [T}

= Multimedia contents: Video, Photos, Infographics:

EL PROCESO DE QUEJA
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En el afio 2014 hemos recibldo 23.186 quejas
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= We are working for a multi language support experience :
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= Geographical information :

" T & an_l'm TE . [ _T'E iTB TE T. ., 'T':':': _‘l'::".;_‘l_'ﬁ'i',' 'l"l';'." TE‘_‘TE;_I'E_:'TE': N TS m
L I:-' b ey v dobnar i prashila s ey =
VISITAS REALIZADAS :
ol | €@ W] wi] P ] o e
= Accessibility :
People with disabilities can view, understand, navigate and interact with the
web.

Visually impaired people Text descriptions provided for
can increase the font size images and with interactive

links helping blind users

= Segment information :

— By target audiences:
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e Spheres of activity ;
e Vulnerable groups.
— By type of document:

e Resolutions;

Exofficio actuations ;

Reports: annual or monographic;

Press releases ;
e Other.

= Search Engine Optimization (SEO) :

The website includes keywords to improve its position and visibility in the

results of search engines. ( Google,Yahoo, Bing)

defensor, defensora
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- DEFENSOR

"Tuh i> DEL PUEBLO

We have launched our new website three months ago.

Let me show the most innovative communication solutions.

Navigation menu:

= Adapted to the real needs of the different stakeholders and users :
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= Spheres of action :
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We public our activity by 16 spheres of action: - Economic actitvity

- Education - Employment - Administration of Justice
- Civil servants - Taxes - Local administration
-Equal Treatment - Environment - Prisions

-Migrations - Social Policy - Public security

-Health - Urbanism - Housing

= Specific profiles of vulnerable groups:
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.
-
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- Foreign people
-Victims of terrorism et

- Children

- Persons deprived of liberty

-Handicapped people
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The structure of the spheres of action and vulnerable groups is identical.

— Both of them have a simple design that promotes the feeling of
community ;

— The interface is friendly with a polished and easy navigate design.
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= Content:

You can see specific information.
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You can see the visits of the NPM on a map.

eeeeS- e

0 O | p emtps e dmBenrandliah e o s noded Trkm
- g —zmoz

A

i . RECONEMDADOS
o o T R
; = :

o & .u\ll_l&'-i Bowrmiile g3 gz
I:,‘-h.. I prmem e e Woorasl
o W .

;ﬁ::""ﬂ ,.e, ? “'33 ? 5 _\'ﬁ B e sl HRE

il <

If you select one of the cities, you can consult the specific information of the

each visit in this city.

T .

[ 2| B satpe sy eheng oncks pushoooss o s woded ME
- G s e R T -
EECONERNDADOS
b’ Paia s
. Cwnsdbo w5610 -0 riad de
| o terdoann A 46 famrae
i S EA [ReT e Ny e
" Hecimle it ikl
vl

B e Pkl 94
bt b

B sicversscci paa
LS (0 sz O b
£ G oo of
wibw

L s

i) Jalsi g oS3 38 e 84 2015 30 29 28 aki

Training and Mediation Exchange Center Sixth Session, 28, 29 and 30 October 2015



And you can see the resolutions formulated.
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= Your complaint :

eSS . T
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Presenta tu queja al Defensor del Pueblo
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S0 1 DO ETHE Xl
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Private area. You can consult the status

Make a complaint
of your complaint submitted .

Complaint form:

Our complaint form is very simple ;

The form is structured on five steps ;

First we ask about the problem. The important is your problem!;

Later we ask about the personal data ;

The citizen has to check a box that says the data are true.
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First step:
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The third step:
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The fifth step:
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Home Page:

Reflect the top concerns and priorities of our activities.
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Protegare v defenderms s dereraos fusdamentes antz
b aefvinisrneiczes prnlicas

- Three hero meszages explain what the Ombuadsman is.

- It immediately invites you to explore the weosize

L : i
i Herer reessnpes i
| 1
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{HHubls metTatians sccept moa than 75 of our resolutions

Il. HIGHLIGHTS'
BOX

- This box allows to input the most
important information: press
releases, resolutions, reports,
videos...

- The Information is cancise and
quick to read.

- 5imple and easily understandable
language.

- The website visitors will notice at a

glance.

- 5ix hyperlinked “pills of
information”,
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- All of the tables, charts and
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Recommendations, suggestions, reminders of legal duties and wardings

(Accepted Rejected and Pending). 2014 and 2015 2015 (until October, 19%).

eanlnciones formmiladas a las

administraciones piblicas.
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Uncooperative administrations:

= The administrations are placed under the obligation, of providing the
Ombudsman with a response concerning the information re-quested
thereby for its investigations ;

= |n some cases, Administrations which have failed to provide a response to a
request for information after having been requested up to three times to do
SO ;

® |nthese cases, the administration is published on the section “Uncooperative

administrations” of the website.

Uncooperative administrations
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Module 5: « Institution’s communication (social

media) »

Ms Elena Kindyni, Social Media
and Outreach- Officer,

European Ombudsman

Mr Jurgen Cassar, Research
and Communications Manager-

Office of the Ombudsman- MALTA
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Speech of Mr. Jurgen Cassar

Introduction:

In 2010, and subsequent years that followed the Arab spring, the
Mediterranean region experienced the power of social media networks as a

dominant medium to connect people together.

The start of the unrest in Tunisia was sparked by the self-sacrifice of a market
stallholder, Mohammed Bouaziz, on 10 December 2010. Through social media,
the unrest spread quickly through Arab countries in North Africa and the Middle
East and the impact of the political changes was unprecedented. Neighbourhood
countries supported the ‘spread of democracy in the region’ and a lot of attention
has been given to the positive influence of technology in promoting the successful
revolutions. Undoubtedly, it is clear that social media played a key role in getting
the word out, and in helping organizers plan their protests. In the end, it’s not
about Twitter or Facebook: it’s about the power of real-time networked

communication.

Social media creates a place for community engagement and social
interaction and can aid organizations in building relationships, developing

opportunities and supporting community outreach.

Social Media networks today are used by millions, nearly everyone has a

Facebook or Twitter account. It is an immediate and powerful media medium.
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Why Social Media?

Social Media is a term that covers technologies allowing users to share
opinions and content, promote discussion, and build relationships online. New
technologies have turned the internet into a place where conversation takes
place, and where meaning and content are continuously co-created as well as

being published and distributed.

As citizens become increasingly interconnected, their expectations of being
able to interact with government on other institutions via social media will
become even greater. Once having the platform, citizens will expect you to

respond with immediacy.

Can we do without?

With an evolving online world, the debate whether an institution, like ours,
should be present on social networks, is over. Would we debate whether or not
our offices should communicate by email or have a website? It is no longer a
guestion of whether we “should” use social media. Ombudsmen institutions must

embrace these tools to engage the public.

As the use of social media becomes increasingly mainstream, the public
expects to be able to interact with our institutions, anytime, anywhere and using
the means they feel most comfortable with. Therefore institutions, like ours, must

ensure that we can live up to these ever increasing citizens’ demands.

Modern means of communication and new media have made the world
smaller. If our institutions are not part of this ‘world’, we risk of losing the most

powerful communications medium used by the citizens.
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Malta’s experience:

In Malta, we had the same discussion; we evaluated the best platforms to
use and how to use them. Following an assessment that included the experience
of the other Ombudsmen institutions, we outlined our online media strategy. The
first phase included a new website based on five principles: simplicity, easy to
access, user-friendly, simple in design and informative. The revamped website
gave citizens the ability to make a complaint online, check the status of their
complaint, submit additional comments to their complaint and schedule an
appointments with our officials. The new website served as a sound platform for

the second phase: Social Media.

In order to identify the target audience we conducted two surveys, one
aimed at those who made use of our services in the past five years and another
among the general public. Among other factors, the first survey helped us to
identify the age profile of those who normally make use of the Ombudsman

Office.

From both surveys the following emerged:

= Only 30% of the complainants were under the age of 44;

= Pnly 58% of the participants aged 44 and under knew what the Ombudsman
does; and

* Those aged 44 and under identified social media as their preferred source to

seek information and news.

The surveys helped us to identify our target audience and the right medium

to use. At the beginning of this year, we started using Social Media. We are
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encouraging people to get in touch with us, through our Facebook and LinkedIn
pages, and then guide them through the available ways to formally lodge their
complaint. We do not accept complaints directly through social media platforms,
however these platforms serve as a first point of contact with citizens. We also
invite people to ask general questions, give us suggestions and draw our attention

to bad practices that we might consider looking into.

As part of this strategy, we introduced also an online newsletter, sent to over
2,000 citizens periodically. In this newsletter we include the latest information,

news about our institution and case studies.

These online platforms are giving our institution greater visibility and
openness. In fact, since the introduction of our new website, and the
implementation of coherent outreach strategy, for the second consecutive year,
we have seen anincrease in complaints and enquiries. From January to September
of this year, we had 15% increase in complaints compared to the same period last

year.

We are convinced that our constant presence on traditional media and with
the introduction of social media we will keep this increase in demand for our

services.

Another important fact worth mentioning is that since the introduction of
the new website more than 30% of the total complaints received were lodged

online.
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Combining your website with the social media platforms:

Visitors to our website are encouraged to share our content through their
preferred social media platforms. On the other hand, citizens who request
information through social media are directed to our website for more in depth

information.

To raise awareness on the activities of our Office, we upload summaries of
our Press Releases, Case Notes, News items and other publications are shared on

our Social Media platforms.
Correct use:

When planning a media outreach campaign, it is essential to develop a clear
and specific message and outreach strategy. This will lay the foundations for what

you will say and to whom.

Some considerations to keep in mind in planning a communications
campaign include whether your core messages are proactive: launching an own
initiative investigation in a subject that is of general public interest, or whether
your messages are reactive: responding or commenting on an issue that was

started by someone else.

When planning an outreach campaign, it is important to develop a clear and
precise message. The core message should also reflect the overall mandate of the

institution and your central mission and goals.

Social media should be used in the same way as any other tool used in your
office, from telephones to email — carefully and sensibly. Using social media is like

speaking in public. Don’t do or say anything you would not do or say publicly, but
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don’t put up with behaviour from others that you would not tolerate publicly,

either.

In our case, we have created two sets of user guidelines on the use of Social
media, one for the citizens who wish to use it and another for our employees.
These set the parameters of what is acceptable and what’s not, without censoring

or defeat the purpose of using this powerful medium.

In order to create a significant digital presence one needs a social media
strategy. It should be noted, however, that it is just as much of a struggle to get
people engaged in your message on social media as it is in traditional media. The

strategy needs to follow these basic but significant steps:
The message you need to convey:

The aim of an outreach campaign is to raise awareness of something that has
value for a specific audience. Once you have a goal, you need an idea for your

content.

Be visual as much as you can. With people’s short attention span online one
needs to be more visual and present ideas visually. Too much text and lengthy
write ups do not work on social media networks. Provide mixed media. Tell stories
and in particular use impact stories that are short and concise. Avoid complex and

legalistic terms. Be as simple as possible.
Target audience:

Identifying the right target audience is crucial. Use the tools that appeal to
your demographic group. Use digital media for younger generations and

traditional media such as radio, tv, print and publication for non-digital types.
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Identifying the right target audience is a critical factor of every successful
campaign. The target audience is usually made up of people who are not your
followers alreadyor do not know enough on the institution and its functions.
Identifying who these people are will make the campaign more successful. If the
message that the institution sends out relates and reflects the interests and
concerns of the target audience, the audiences are more likely to pay attention.
When developing the message of the campaign it is important that the audience

is continuously kept in mind.
Encourage engagement:

Encourage people to engage with the institution by asking for their opinion,

inviting them to share your content. A social media page needs to be alive.

The use of Social Media by our own staff:

Access to our Social Media platforms should have limited access. Staff who

interact with users should always keep in mind to:

= Be credible — Accuracy, transparency and fairness should always be the basic
principles. When in doubt, staff should always ask and confirm before
posting any information ;

= Be consistent— when engaging with other users, should avoid going into
details ;

= Be generic and refer to official material available on our website ;

= Be responsive— Online media is all about immediacy ;

= Social Media Communication requires detailed monitoring and moderation.

No personal details, allegations or personal cases should be allowed on
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these pages. Citizens who post or comment in this regard should be

contacted through private message and be guided accordingly.

The content posted on social media networks may receive comments,
feedback and questions: relevant or irrelevant, positive or negative. A clear

editorial policy for each platform must be developed to ensure suitable handling

of user feedback.

Part of a coherent media strategy:

For each audience, the most appropriate channels must be identified. Once
these channels are known, you can begin to construct your communications plan,

linking audiences, messages and channels.

Social Media platforms also help in the interaction between our instituions
and news media houses. Journalists keep an eye on what is happening on social
media platforms, and normally pick up news value stories from social media,
before they are officially announced. The benefits of this are two-fold: we can
reach hundreds of followers directly and instantly because they are already
following us through our page and thousands, indirectly, through the news
portals. Establishing and maintaining good relationships with journalists is an

integral part of any effective media outreach campaign.
Conclusion:

Social media is here to stay. So if we don’t get on the social media train now
we may miss the next great stop-off at the right time, and miss the chance to get

your brand talked about and noticed more. Therefore use of social media and
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other online platforms are indispensable for our institutions. However, special

care should be taken on the message and content transmitted.

Social media platforms and websites need to be maintained to be successful.
Citizens should be continuously guided on the proper usage of such platforms.
Formal complaints through social media, for example, should not be accepted, but
complainants are to be encouraged to use the website, which is more secure and

confidential.

Moderation, is another important aspect, it should be exercised at all times,
platforms should be monitored and messages that are libellous or inappropriate

should be removed.

A good website and an effective social media platform will never substitute
traditional media, but will give access to those people who cannot be reached by

newspapers and television.
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The synthetic report
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The questionnaire for the evalutation of the
training
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This questionnaire was elaborated by the Training Center; it will help us know
better the needs of the collaborators of ombudsmen members of the AOM and

improve the organisation of the next sessions.

A synthesis of your answers will be presented during the closing session,
please give this questionnaire back to a member of the organizing team before

10:30.

Check the correspondent cell according to your choice: e e

Subject Insufficient | Sufficient | Excellent
b9 £ g ga LA
Choice of the session theme

Content of the training modules
Cu oSl Baa

Duration of the training

Skills of experts
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L o8 1) adleal)
Data and Visual aids
ﬁﬁﬂb A g _dall
Conditions and organization
il 9 RSl
Session running and coordination

Strong points of this training:

Other comments: -dailia) Uaa Sl
i) Jalsi g oS3 38 e 119 2015 30 29 28 b
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The evalutation report
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Subject Insufficient | Sufficient | Excellent
)94l £ gl ga LA 100%
Choice of the session theme
18% 82%

Content of the training modules
Cr oSl Ba 45% 45%
Duration of the training

27% 73%
Skills of experts
L o812l adle ) 45% 55%
Data and Visual aids
adaiil) g g Bl 27% 73%
Conditions and organization
Gl g Jill) 18% 82%

Session running and coordination
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Closing Session
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