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Summary

“Balancing principles of professional autonomy aedountability with the mandate to
produce policy relevant data” for a seminar to bkl fat its 2009 plenary session. The
Bureau, acting on behalf of the Conference, apatolre outline for the seminar at its

February 2009 meeting (ECE/CES/2009/2) and reqdésteden to prepare a note to
provide basis for the discussion.

Statistics Sweden is funded by appropriations @amdnsissioned work (about 50 per
cent each). The high share of commissioned wogkiiie unique for a National
Statistical Institute. The paper describes howctistomer dialogue is organised for
statistics financed from both sources. It involtfes use of boards, councils and other
groups, as well as regular customer surveys. Therpdescribes also the recent

The Conference of European Statisticians seleatddne 2008 (ECE/CES/74) the topj

reorganisation of Statistics Sweden in order teet@awmore efficient customer dialogug.
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. INTRODUCTION

1. The vision statement is our guideline for the leegn development of the organisation. It
should define what we are working towards and wieatvant to achieve. Statistics Sweden's
vision is as follows:

Statistics Sweden is of world class standard imired data to statistical information,
adapted to the customers' needs.

2.  Statistics Sweden’s definition of customers is &have are here for”. Our customers are
the general public, customers through appropriat{government and ministries) and paying
customers of commissioned work. The paying custeroan be divided in statistical authorities,
the central government in general, and other custenThe latter group comprises
municipalities/regions, private sector and foreigistomers.

[I. REORGANISATION OF STATISTICS SWEDEN

3.  Statistics Sweden has for a long time been a vecgmtralised organisation: survey
managers for individual surveys are to a largergxd&pected to make decisions within a given
budget on which priorities to make, which methond which tools to use for the production of
statistics. The rationale for this has been they #tmow best the level of quality that should be
achieved, based on knowledge of the user needglhas the specific situation where the
methods and tools should work. Of course, a nurabguidelines and recommendations has
been available to support the survey managersindiecisions. They also have access to
expertise in statistical methodology and informatiechnology, but there are very few strict
rules for operation. This has led to a large degfeariation in the process. It was considered
that the positive aspects of this approach outvezighe negative ones. However, the world is
constantly changing and new demands on qualityadisics, reduction of costs, reduction of
response burden, a different staff structure agiwaing need for quality assurance across the
organisation made changes necessary.

4.  Aninternal review in 2003 led to a successiveganrsation with some new units being
created for specific purposes, where data colleatias gradually centralised. However,
standardisation did not come into effect nearlgaskly and as well as had been envisioned.
Therefore a major development project was putacelin the fall of 2006, the so-called Lotta
project, to achieve standardisation across theyatazh process and to tackle the accompanying
managerial and competence issues. Another purgabke alevelopment project was to
standardize and render more effective the custoiméygue. The objective of this project was:

"Effective methods and common tools should be dmed for all stages in the production
process and should be used by all statistical mtsdirhe responsibility for methods and
tools is centralised, as is the responsibilitytfair support and use. The responsibility
includes also the need for continuous improveméntathods and tools to increase
guality and reduce costs for Statistics Sweden fandur customers and data providers.
The development work is initiated and prioritizeonfi the viewpoint of the production
processes' combined needs and, thus, is baseé cnodtomers' needs and wishes.”
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5.  One result of this reorganisation is that Statss8eveden now has a Marketing Unit at the
Communications Department which is responsibledardination of commission activities,
Statistics Sweden's central marketing and the dpwetnt of a joint marketing plan. The
marketing unit has been built up gradually in 2008.

6. In addition to the Communications department, Stias Sweden has four subject matter
departments, two data collection departments, epariment for research and development, one
process department and departments for suppdreiareas of finance and personnel.

Figure 1
The organisation chart of Statistics Sweden
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[11. SYSTEM FOR THE OFFICIAL STATISTICS

7. There is a distinction in Sweden between officiatistics and other public statistics.
Official statistics are statistics that are prodliaecording to the statistical act and ordinanak an
published as required by official regulations.

8.  The Official Statistics Act states that officiahtistics are statistics for public information,
planning and research purposes in specified aredsiped by appointed public authorities in
accordance with the provisions issued by the Gawent. Official statistics shall be objective
and made available, free of charge, to the puBlicther, they are to be produced and published
in a manner that protects the privacy of individu&ll authorities responsible for official
statistics should each year provide an updatedigésa for every product for which they are
responsible.

9. In the middle of the 1990s, a statistical refornswarried out and responsibility for the
official statistics was decentralised. In 1994, tbgponsibility for about half of the official
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statistics was transferred from Statistics Swededtother government agencies. Statistics
Sweden continued to be responsible for multi-setttatistics, while other agencies were made
responsible for other parts of statistics. The npairpose was to give the users more influence
over the statistics.

10. The government report in 1999 which evaluated thgssical reform of 1994 showed that
the transfer of statistics from Statistics Swedeather agencies had by and large gone
smoothly, but coordination and the overall viewh## statistical system needed to be
strengthened. The evaluation report recommendedtbauncil be established for Sweden’s
official statistics to improve coordination and therall view of the statistical system. A
Council for Official Statistics was duly establishat Statistics Sweden in 2002.

IV. THE COUNCIL FOR OFFICIAL STATISTICS

11. The Council has an advisory function and conside#ers of principle regarding
availability, quality and usefulness of officiabsstics, as well as issues on facilitating the
response process for data providers. Every yeaiCtuncil prepares an annual report on official
statistics, compiles an annual publishing plan, mathtains a register of the statistical
authorities and their products. The Council encgeisacooperation between the statistical
authorities, and develops and manages a statingtabrk.

12. A number of work groups have been actively worlfimgthe Council in the past few
years. The work groups have handled issues comgegiving access to data, methodology and
quality, electronic publishing, the situation fatd providers, regional official statistics and the
calculation of the costs of official statistics.eTWwork groups are made up of representatives of
the agencies in the Council and representativeshefr statistical agencies that expressed
interest in this work.

V. THE ORGANIZATION OF THE CUSTOMER DIALOGUE
13. The dialogue with the customers starts with theagament of Statistics Sweden.
A. Council of Trustees

14. From January 1, 2007, the government decided tmdr8&tistics Sweden's directive. The
amendment involved replacing Statistics Swedenie2@wng Council with a publicly controlled
council, a Council of Trustees, whose purpose edtase the Director General in issues related
to the effective running of operations in accoraawith operational objectives. The Council
consists of representatives from the business cantyndrade unions, the parliament and
Sweden's municipalities and county councils.

B. Annual work plan for activitiesfinanced by appropriation
15. With respect to appropriations, Statistics Swededyces an annual work plan where all

appropriation products are described. In the wdeik,pall bigger changes that are planned
during the coming year are described. The work gamesented to the department of finance at
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the beginning of the year. This work means a dizogith continuous feedback to the
mandator.

C. Programme councils
16. Statistics Sweden has nine programme councils.€Taies to create a network of
organised user contacts to obtain constant infooma&tn new and changed statistical needs and
to gain support for changes in statistics with magers. In addition, programme councils
function as a network for information, whereby Biits Sweden can spread ideas and gain
feedback. Programme councils have external chagsansist of an additional 6 to 12 user
representatives. The chair is a representative tnoenof the major users and is a person with a
good knowledge of the sector relevant to the paleicstatistics. The representatives are
appointed for a period of three years.
17. In 2007-2009, there were programme councils for:

(a) Labour market statistics;

(b) Population statistics, education and demodcaph

(c) Democracy statistics;

(d) Economic statistics;

(e) Research and Development (R&D) statistics;

() Regional statistics;

(g) Social and economic welfare statistics;

(h) Statistics on the physical environmental actsu

(i) Statistics on land, housing and construction.
18. Each programme council holds 2—4 meetings pergedyin some cases, two councils
have joint meetings. They play an active role comiog issues of prioritisation and direction.
The councils have also been an important channeldioveying particular viewpoints and
following up on Statistics Sweden’s activities. fhermore, the programme councils have put
together statements on statistical issues and peatieipated as representatives for statistics in
external activities.
19. Every other year all user representatives in tiognmamme councils respond to a customer
satisfaction survey. These results are presentdgbtmanagerial board and are also presented in

the annual report.

20. There are a number of other boards and councilsenlmser needs are discussed. These
include the Consumer Price Index board, the Coostiu Index board and the National
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Accounts board, where methodological developmeirttimthe respective area are discussed.
The boards meet two to three times a year and stasfsiepresentatives of important users.

D. Communication with customersviathewebsite

21. The website is the most important channel in otd@mmunicate statistical data to
general public and to professional users. All stizthl reports are published on the website in a
standardized format. All printed statistical regate published on the website in pdf-format.
The most often requested statistical products atis$ics Sweden are presented on the website in
the form of tables and diagrams. All press releasegublished on the website.

E. Meetingswith users

22. Statistics Sweden has regular contacts and spaektings with other statistical
authorities for monitoring of operations. Unitssatistics Sweden carry out regular follow-up
meetings with their clients where the departmeudtwamt heads are actively participating. The
Director General (DG) has meetings with the statstuthorities and other large and strategic
customers in order to learn about their requestguRar meetings are held with the Board of
Swedish Industry and Commerce for Better RegulafdR) and the Swedish Association of
Local Authorities and Regions (SKL). The purpos¢hafse meetings is to discuss the response
burden in relation to the need for statistical infation. Consultations are always held with the
NNR and SKL before any changes are made to a suBtatistics Sweden also organizes
customer days involving the DG and responsible mearsain order to meet different customers.

F. Marketing Unit at the Communications Depar tment

23. The Marketing Unit at the Communications Departnigmésponsible for coordination of
commission activities, Statistics Sweden's cemtralketing and the development of a joint
marketing plan. The Marketing Unit has been bupliguadually in 2008.

24. Contacts with customers can be established bwivé of the customer or of Statistics
Sweden. Often the customers choose to contacstBtatbweden to order statistical data. The
majority of Statistics Sweden's statistics are eeharge and much of these are already
available on the website. But sometimes the orglistatistical reporting does not satisfy the
customers special information needs. ThereforasBtat Sweden offers customized solutions
throughout the entire statistical process.

25. For the cases where Statistics Sweden initiatesdhtact, a customer strategy is chosen.
The strategy depends on the type of customer antyple of order. For a potentially large
production request, it is recommended to meet thighcustomers personally to make sure that
all their needs are met and questions are answeoe@ smaller order it may suffice to
communicate by phone, mail or e-mail.

26. Statistics Sweden has appointed customer segmetagees at the Communications
Department for the largest key customers. There@stomer segment managers responsible for
the state, the EU, the regions (municipal, couety,) and universities. The new approach means
that a client team is formed around a number obmajents and that the work towards
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customers is coordinated in customer plans. Howelrerdepartments are still responsible for
the daily contacts involving ordering, productiordalelivery.

27. The customer segment managers put together a tep@ople who have a close

relationship with a particular customer. In thisywmquiries and requests from the customer are
spread in a larger group and knowledge of the oustas disseminated within Statistics

Sweden. Customer teams are responsible for proglacaustomer plan, including information
about the customer, and a strategy of how StatiSweeden should act concerning the customer.
All customer plans are collected in the market plEre daily customer dialogue is important.
Within certain subject matters, regular customerisars are held, such as the annual seminar of
citizen studies for municipalities, and severakotseminars where regional statistics are
presented and needs are discussed.

28. The output of the work done by the Marketing Usiiimarket plan which contains all the
plans for various marketing activities to be perfied. The document also describes activities for
prioritized customers and customer segments asawelther activities, for example seminars
that are planned.

G. Customer service

29. Statistics Sweden has a central customer servieshwhsponds to questions from
customers, researchers and the public. Customécseiso receives study visits and performs
smaller work on commission, such as compilationsigfrnational statistics. The customer
service function is under development and the deyaarts and units still have daily contacts
with customers and respondents. In order to pravétter service it has been decided that
customer service will eventually take over all iming requests. The daily contacts with
respondents will still be managed by the department

VI. MEASURING CUSTOMER SATISFACTION

30. According to the appropriation directions, Statistsweden shall report on customer
satisfaction in appropriations-financed activit€emprehensive customer studies are valuable
to get a general picture of what the customersidengmportant.

31. Statistics Sweden has a programme for conductingusatypes of studies to monitor the
views of users on the quality and use of statistisavell as on the service offered by Statistics
Sweden. These studies aim primarily to serve assBs lbor improvements in individual products
and services. However the findings also give arcaitn of the general quality of Statistics
Sweden’s services.

32. Since 1996, continuous follow-up on orders of 8K 10 000 has been conducted,
providing quick client feedback about the producservice that was delivered. Our
commissioned work has received consistently highkma

33. A wider and more comprehensive customer satisfadtidex is produced every other
year. This study is directed towards the most ingrdrusers and customers of Statistics Sweden.
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The customer satisfaction index is showing not dhé/customers’ assessment of Statistics
Sweden’s services but also which quality compontayg prioritize.

* k k k%



