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l. CHANGES IN THE OPERATIONAL ENVIRONMENT

1. The information nmarket is undergoing an extensive global change. The
technol ogi cal threshold for the distribution of nass anounts of information
has |l owered. Central statistical agencies the world over are amidst a general
trend where statistical agencies which were originally intended to serve
primarily public admnistration are opening up to citizens and other
cust oners.

2. Attitudes towards chargeabl e services are changing. In several countries
it has beconme necessary to introduce service charges to finance growh in
service activities. Chargeability and effectiveness have cone to be considered
as partners. Nowadays, mnanhagenents of statistical agencies are starting to
focus nore and nore on such issues as transparency and customer orientation

3. The devel opnent of information technology and data networks facilitates
the introduction of a digital production nodel. The production process, from
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data collection to delivering a conpleted product to a user's honme conputer,
can be inplenmented conpletely electronically, with |lower costs and faster than
ever before.

4, Separate el ectronic data processi ng and desktop publishing functions are
di sappearing from our field, to be replaced by information technology and
i nformati on society and its superhi ghways.

5. The introduction of the digital production nodel also forces us to
reconsi der our organizational nodels. |ndependent statistical responsibility
units will have to be given up, at least in the early stages of the change, in

favour of process organization

6. The explosion in the use of the Internet has happened because it is a
public network. The |arge nunber of net custoners has, in turn, created an
interesting and profitable market, which boosts product devel opnent. Today,
the Internet is on the heavy upsw ng.

7. Being an electronic network, the Internet elinminates distances and
facilitates round-the-clock opening hours. The Internet can generate nonthly
custoner nunbers that far exceed the total nunber of custoners in the history
of statistical agencies to date.

8. Extensive electronic information service, in which custoner orientation
and openness are conbined, can only be achieved by developing an effective
sel f-service nodel, supported on screen by sound, inage and a comobn docunent.
The nodel approaches the conventional nodel of a personal contact.

9. For the managenents of statistical agencies, the Internet is going to be
the headache of the early 21st century, which cannot be cured sinply by

"sleeping it off".

1. THE STARTING POINT OF SERVICE

10. The growth in the anount of information available from the network has
made advances in the technology of search engines necessary. Coping wth
sinmple word searches is no longer sufficient - today, these engines can also

convey data processing prograns. Their ability to manage various databases is
also inmproving all the time. To sonme extent, this developnment could be
descri bed as an informati on specialist who has been packed into a search robot
and sent on an expedition into files armed with an assignnent, cal culator and
graphics. Self-service and guidance are fast developing into the cornerstones
of the services.

11. To be able to nove in such a world, also known as infornmation society,
activities nust be organized so that infornmation about the data and services
is available, the primary presentation node of the results is digital, and
el ectronic networks are used as the channels for comunication, services and
products.
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12. The Internet nakes it possible to transform transparency and self-
service into our key trends:

More i nformation,
| ndependent data search, and
Dat a processi ng services.

I11. CUSTOMER PROFILES AND USAGES DETERMINE PRODUCTION MODELS

13. Up to now, central statistical agencies have been institutes serving a
narrow range of custoners and their data processing has been characterized by
fixed and closed systens. Devel opnment has generally nmeant acquiring new,
technically nore efficient tools.

14. At first, information technology brought about a new division of
responsibilities and led to conpartnentalization. Later on it was used, nuch
in the sane way as robots, to conbine various work stages and save work input.
The operating principle was to docunent systens for the benefit of internal
users of the systems, in other words, for data producers. Little or no
consi derati on was given to the needs of data users.

15. In many central statistical agencies, as at Statistics Finland, the
service nodel still consists of standard or "off-the-shelf"-services for a
narrow range of customers. The nmain problens of this service nodel are

system speci fic sol utions;

| aborious data transfers fromone systemto anot her

production of half-conmpleted products requiring manual finishing;

several parallel vintages of ADP-technol ogy;

devel opnent i s hardware-dependent and systemspecific.

16. Mentally, we have grown to accept strict areas of responsibility by
statistical thenes and to believe that only experts of themes can do a proper
service. Wen, at the sane tine, the demands of statistical information have
changed towards a nore conprehensive set of data, our service nodel is no
| onger sufficient for the service expected by clients.

17. The expandi ng range of custonmers and the renodelling of the old public
administration structures wth new information needs puts pressure on
statistical agencies to change.

18. Standardi zed nethods of operating will be replaced by flexibility.
Separate publications will be replaced by shared conmon statistics, which wll
expand the range of description of statistical data. Paper printouts will be

replaced by further processing digital facilities, with which custoners can
easily process statistical data for their own purposes. At the custoner |evel,
product -specific software clients will be replaced by selection, search and
processing services inplemented with the browser technology. The Internet wll
open, or has, in fact, already opened doors to the sources of infornmation
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V. FROM DATA INTO INFORMATION

19. Collected data is no longer isolated, but genuinely versatile. The
ability to manage various types of data has becone the nmain foundation of
efficient services. Each item of data has to be identifiable from a database
through its netadat a.

20. Since, for exanple, large airline conpanies or car nanufacturers are
able to manage their work instructions, |ocations of spare parts and quality
certificates by nodel and version over a tinme period of up to twenty years, it
should not be that difficult for statistical agencies to manage databanks. It
has sinply not been necessary up to now.

21. Managenent is necessary in the information society because custoner-
specific information needs and data use situations vary, and the volunme of
unexpected data needs is growing. It should be possible to look first for
answers to new questions from the existing mass of data before starting new
data col |l ecti ons.

22. The only way to cope with this is to develop information services which
operate increasingly on the principle of self-service. Besides the storage of
results, there nust also be extensive self-service systens which contain
selection and calculation facilities fromthe basic data.

23. As a matter of fact, the possible service nodels contain a paradox wth
regard to developnment. |If, for one reason or another in the selected
operational nodel, self-service is restricted to searching for conpleted

products or parts of them the above-nentioned databank nanagenent or self-
service system is unnecessary from the custonmer's viewpoint. A restricted
nodel can, nevertheless, result in extensive service activities which, for the
user's own needs, necessitate databank nmanagement and an efficient data
col l ection and conputation environnent.

24, The nunber of printout variations will be considerably higher than at
present. From the point of view of efficiency, it will be nore economic to
store sone basic printouts and provide the users with selection and printing
facilities with which they can rationally manage their own task definitions as
a self-service. Both the selection and printing definitions can be stored and
defined to be automatically repeated whenever new material is published.
"Progranm ng", which is part of the definition of the required result, is
often nore expensive to the user than the processing of the result or the
storing of the conpleted product. However, if all the printout variations were
to be nade at statistical agencies, we would soon find ourselves in a
situation where all our human resources wuld be in the process of
"progranm ng" various printouts, or the devel opnent already begun would have
to be totally stopped by pricing it heavily, or we could start handing out
gueue nunbers and extendi ng delivery tines.

25. In other words, self-service systens of various levels are required on
the Internet, and these wll also alter the division of responsibilities
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between the users and producers of statistics. The Internet gives just this
opportunity to statistical agencies: it nakes it possible to serve a
continuously growi ng range of custoners and respond to the customers' changing
i nfornmati on servi ce needs.

26. Informati on about data, products and services is an integral part of
customer services. As statistical agencies open up and sel f-service increases,
we are facing a considerable effort in the witing of the required netadata
The better our statistical netadata are, the smaller our needs for different
types of data interpreters will be.

V. ALTERNATIVE SERVICES
27. The different types of services are illustrated in the follow ng table:
Physical mode Digital mode
Service Paper printouts CDs, diskettes, on-line shop
Self-service
off-the-shelf standard table database
text databases
statistical graphics databases
self- material databases
selection

Today we are, on the whole, at the intersection of "service" and "physical
node" .

28. In their use of the Internet, |eading statistical agencies have stepped
into the square outlined by "digital node" and "self-service", but in such a
way that the products are electronic facsinmles of the physical products and
the databases consist of standard tables. The tools necessary for self-
service, such as netadata, search engines and the Internet as a data transfer
nmedi um are available. This change alone has nmade it possible to nmultiply the
servi ce capacity.

29. Moving to production databases makes tailored self-service possible.
This service can also be extended by providing custoners with different tools
for processing the material, such as spreadsheet, graphics, word processing or
other such facilities in cases where the customer has no access to the
correspondi ng tools.

30. Dat abases can al so be text databases in addition to nunerical databases.
In this kind of service, the custonmer is offered analysis or know how services
along with the statistical tables on which they are based. This nodel also
contains a facility for the custoner to conpile tailored reports, for exanple,
for in-house use in a conmpany for distribution on the conpany's own |ntranet.
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Attitudes towards transparency and customer services wll be the central
criterion in the selection of the preferred service nodel

31. If the selected operational nodel is that of limted services prinmarily
to the public sector, the Internet will be only one of many handy electronic
nmedia. User-friendly netadata and statistical data need not be built if this
nodel is selected. If, however, the selected nodel is that of openness and
Wi de-rangi ng custoner services, the Internet is "a nmust".

32. Sel f-service, netadata, text and information databases with processing
power, interactive information services and automatic custoner nanagenent
tools are the tools for a statistical agency that selects the latter
alternative.

33. When necessary, service charges have to be introduced to fund these
services, in particular the tailored services. It should al so be borne in mnd
that activity always tends to inprove when charges are introduced. They
signify better attention to custoner needs, elevation of the |evel of services
and they act as indicators of demand and pointers for the further devel oprment
of services.

VI. THE FINNISH CASE

34. According to the latest customer satisfaction survey carried out for
Statistics Finland, the mjority of customers want to deal with Statistics
Finland via the Internet. Two out of three of all customer groups already use
the Internet in their daily work. One third of our custoners reckon that they
could satisfy 80 to 100 per cent of their conmunication needs with Statistics
Finland via the Internet if the agency would exploit it fully. So, although we
have had the database service since the early 1980s, our custoners are still
not satisfied today.

35. The systemis out of date, expensive , very slow to reflect new demands,
is not an integrated part of our production lines and is not in the Internet.
This, of course, is a slightly exaggerated view, but is, however, nainly true.

36. After a few nonths of intensive search and tests, we selected the
StatLi ne system of Statistics Netherlands to serve as the statistical databank
and Internet data service system StatLine has been specially devel oped for
the needs of a national statistical office. In general, the custoners' needs
vary a great deal. Some of them want general information, while others need
detailed data in digital, processable form There is no universal solution for
sati sfying the custonmers' needs.

37. In Finland we foresee that the information industry will be based on the
digital world. Statistics are a part of this world, mainly used as a sem -
fini shed product for various purposes. The Internet will be the highway to the

dat apool s and the browsers with netadata will serve as the data guides. On our
honepage a custoner can sel ect between News, "Top ten" figures, Links to other
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statistical agencies, Data services like the StatLine system of Statistics
Net her | ands, Data gui de service, Data shop and Debate pages.

38. We of fer both free and chargeabl e goods services. The borderline between
these two types of goods and services is not easy to lay out. It depends on
the statistical agencies' admnistrative culture and financial situation. In
Finland, "Press releases" and "Top ten" or "Top hundred" types of services

will be free of charge. If a special service is ordered by a custoner or a
group of custonmers it is usually chargeable. Changes in production costs nay
also carry a service over the borderline. A publication is a good exanple. 1In

paper form it has a price but in electric form it is free of charge.
However, in the Finnish case, the nain trend is unquestionably in the "free of
charge" direction.

Vil. SUMMA SUMMARUM

39. The standard supply of statistical data is being replaced by tailored
services and electronic transmission of data in a conprehensible form Making
statistical data wunderstandable is a <challenging task for statistical
agencies. It requires networking with experts in different fields and
observing the environnment through the custoner's eyes.

40. I nformati on about which new statistics are needed and which present ones
could be discontinued is of vital inportance. Therefore, continuing market
surveys should be included in the annual programmes of all statistica
agenci es.

41. An alternative to evolution is revolution, to which statistical

agenci es, too, have been subjected in sone parts of the world. The sketched
scenario may give sone indication about the real magnitude of the change the
field of statistics faces today. Managing and directing the process of change
so that nental barriers can be overcone without breaking themwll be one of
the chall enges facing the managenents of statistical agencies at the onset of
the 21st century.

42. For an organization to be able to consolidate its forces in order to
realise a certain vision, it must first come to a conmon agreenent about the
target it wants to achieve and understand the reasons why this future target
is worth achieving. These are the matters we are currently contenplating and
putting into practice at Statistics Finland. This occasion has, in part, given
us nore material to build on



