5" European CAF user Event “CAF as a driver for innovation”
Oslo, 27-28 September 2012

CAF as an inspiration to strengthen local networks

1. Identification of the organisation

District Administration Rohrbach, Land Oberdsterreich
A-4150 Rohrbach in Oberdsterreich, Am Teich 1

Name of the person in charge: Dr. Wilbirg Mitterlehner, Head of District
Administration

Email / phone/ website:
E-mail: bh-ro.post@ooe.gv.at
Phone: +43 7289 8851 300
Fax: +43 7289 8851 399
Web: www.bh-rohrbach.gv.at

Level: European, national/federal, regional, or local

Sector: administration, finance, construction/infrastructures, defence/security,
culture/education, justice, healthcare/social work, labour/employment, agriculture,
the environment, or public services, ...

2. Short description :

In our office we used the CAF two times — in the years 2004 and also 2007 and we plan to
use CAF again in the 4th quarter of this year.

Benefits of self-assessment were:

effective identification of the strengths of the organisation and the areas where
improvement has to be made

identification of relevant improvement actions

increased level of awareness and communication throughout the organisation
people started to become aware and interested in quality issues

people developed a better understanding of the organisational issues/problems
self-assessment gave rise to new ideas and a new way of thinking

Communication is one of the most important success factors of a self-assessment
and the improvement actions that follow.

In the last years we have taken many measures aimed at further quality improvements.

Specifically, the results of the CAF implementation were
measures to increase customer orientation:

customer forums and meetings with citizens, stakeholders and social organisations
(for example with medical personnel, companies, foster-parents, vets, ...)
Newspaper



- Citizen service point
- development of complaints procedures
- many informations for our customers by e-mail but also on our homepage

A very innovative step is our newspaper ,BH aktuell* with much information about our
organisation and our functions. The newspaper is published twice per year and you can
download it from our website, but also from the websites from the communities of the
district Rohrbach. The feedback from the costumers is very positiv.

Mesaures of Marketing/Public Relations:
- Working group on the subject "public relations"

many brochures, public shows, open day
Mission Statement Corporate ldentity
Corporate Design, Logo
developing a concept of marketing
taking part in the activities of professional associations, representative
organisations and interest groups
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Upper Ausgria

district Rohrbach: inhabitants:  56.777

municipalities: 42

area: 827 km?*

What we do:

traffic 16,0%

youth welfare 15.2%
facilities-, environmental- and water law
social
home affairs and municipal
agriculture and forestry
public safety
health and food safety
health
nature protection
economy
central services
education and society

culture

regional development

0,0% 20% 4,0% 60% 80% 10,0% 12,0% 14,0% 16,0% 18,0% % Of total costs

Cost and performance accounting - 2011
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Effective administration

WOV 2021 is the state's management and business plan
for an effective state administration in Upper Austria Ia"._
= main objectives:

- quality and customer orientation
- effectiveness and efficiency

central meanings are divided into 7 key aspects with two subject areas:

= effects and quality for our citizens:
with the key aspects ,efficiency” as well as ,customer orientation*

= modern organisation:
with the key aspects ,planning and control®, ,responsibility of results and ressources®,
Lstaff orientation®, ,competition“ and ,optimization of structures and processes*

network project with the district administration offices of
Eisenstadt-Umgebung and Zell am See

INPUT — OUTPUT — OUTCOME - IMPACT
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Why CAF?

= CAF is part of our quality management

= improvement of the organisation through self-evaluation
= good support for the management work

= connection between measures and results

Benefits of self-assessment:

= identification of the strengths and identification of relevant improvement
actions

= new ideas

already put into practice twice — also used by the association of
communal welfare organisations
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citizens' service office

» information and advice center — one-stop-shop
- citizens are the focus of our efforts

services of the citizens' service office:
- passport
- ID-card
- driver's licence issues
- cash office
- disabled parking permission
- automobile-authorisation

k
» i[dea and complaint management
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“We also gladly accept critical feedback and are constantly working on
improving our processes for our contact with customers.” (WOV 2021)

= customers' feedback

for ideas — suggestions for improvement — matters — complaints
quick response to customers' feedback
- customers' letterbox in the foyer

= safety survey 2011

Rohrbach is the safest district in Upper Austria —
positive development of the crime statistics

-> regular meetings with district police
-> special crime strategy - annual evaluation and strategic planning
-> agreements on protection of young persons or noise control at events

= customer survey 2012
- inquiry by written questionnaires during 4 weeks this summer
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We regularly organize customer ferums

with selected customer groups since years.

The idea: We develop our organisation through a constant dialogue with
our customers.

- moderated dialogue with many possibilities for
direct input by the customers

We organize 2 or 3 annual customer forums
with special customer groups, for example: .
= general practitioners of the district i
= driving school owners

= hydro power plant operators

- e.g. standardised medical examinations
for certain groups of drivers
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Marketing / Public Relations

= newspaper — ,BH aktuell* ,Our public relations are
= work group for ,PR" to raise awareness and

promote the acceptance
= numerous folders of our work.*
= guided tours, open days (WOV 2021)

= mission statement

= Corporate Design, logo

= marketing concept

= participation in several events of other organisations
= good governance — regional networking

= art exhibitions
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newspaper —,, BH aktuell”

»BH aktuell
= information about our organisation, our services, our activities and new laws
= overview of the range of duties of the district administration
= variety of other topics

= between 20 and 24 pages

-> articles are written by the employees
- designed and printed in our office, published twice a year BH aktuell

distribution: e
= possibility of downloading the newspaper from our website |
(www.bh-rohrbach.gv.at — Archiv)
as well as from the municipalities’ websites
= via mail for stakeholders
= 500 copies via post
= free copies in our office
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Layout , BH aktuell®

1st edition March 2011 2nd edition October 2011 3rd edition March 2012
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Contents of ,BH aktuell”

= early renewal of passports

= building of roads in the district

= forest fire protection law

= new advisory services for parents and mothers

= news from the electronic water information system (WIS)

= hunting law — change of the close season regulation for red deer
= parents and children — rights and duties — custody part 1

= chip and registration requirement for dogs

= pational plan for water resource management; EU water framework
directive

= staff situation in the teaching sector of compulsory schools
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Layout , BH aktuell®
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BH aktuell — several positive feedbacks

Bezirkshauptmann
" .asuccessful and (4 Dr. Alfred Hable
informative -

ublication”
E DO~

"...congratulations on the

idea and design of the first
LAD Dr. Eduard Pesendorfer edition. | have to admit: |

am a bit jealous."

"I think the BH
magazine is great!"

» Congratulations on your
new official journal. | think
itis very well done and |
consider it an important
enrichment in the sense of
an open and active
information system for the
population.”
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Dr. Maria Fischnaller
00. Zukunftsakademie

“I like the information sheet a lot. It is
very informative and attractive.
Especially in times where the
existence of the district
administration is sometimes
questioned, the publishing of this
newspaper is even more important.”

Mag. Max Wiesenofer
Bezirkshauptmann von Hartberg

Cb) Biirgermeister Franz

Haugeneder
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Contact us :

Bezirkshauptmannschaft Rohrbach
Am Teich 1

4150 Rohrbach in Oberosterreich
AUSTRIA

phone: 0043 7289 8851-0

fax: 0043 7289 8851-69399
E-Mail: bh-ro.post@ooe.gv.at
web: www.bh-rohrbach.at

»Every good idea consists of three phases:
firstly scepticism, then resistance and finally enthusiasm.”
(Arthur Schopenauer)
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