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Agenda

ÁAbout us and the administrative modernisation strategy

ÁSimplex: a programme for administrative and legislative 

simplification 

ÁOne stop shop experiences, in multichannel



About us

ÁThe Office of the Secretary of State for Administrative 

Modernisation is placed in the centre of the Government (Presidency of 

the Council of Ministers) and comes under the direct authority of the 

Portuguese Minister of the Presidency of the Council of Ministers

ÁIts main goals are to promote cooperation between all bodies 

involved in modernising public services and to oversee the 

implementation of modernisation and simplification initiatives



The administrative modernization strategy

PUBLIC SERVICES TODAY

ÁVertical; hierarchical; inflexible

ÁThe supplyõs logic: services 

divided into silos

ÁDifficult access to services

ÁGovernment knows 

everything

ÁThe same service for everyone

PUBLIC SERVICES TOMORROW

ÁTransversal; shared; connected

ÁThe demandõs logic: 

integrated services

ÁServices on real time 24/7 

ÁThe citizen also knows and is 

co-producer

ÁCustom-made service



I. One stop shop and Multichannel approach

II. Eliminate duplicated demand

III. Transparency and predictablility

IV. Proportionally to risk

Objective : change ongoing processes and procedures, 

which place a disproportionate burden on citizens and 

businesses, based on a previous assessment of its 

impact

Simplex: main goals



Simplex: main characteristics

I. Initiatives: gathers ñeGov and administrative 

simplificationò

II. Strategy: top down + bottom up

III. Composition: transversal and sectoral measures

IV.Participation: public consultation, Ideia.Simplex, co-

production

V. Assessment: measurement and evaluation of results

VI.Accountability:  control by the Council of Ministers 

VII.Transparency: regular public reports

+



4 years, 4 programs

More than 730 initiatives implemented from 

all government departments

2 years, 2 programs

438 initiatives from 60 municipalities

Simplex: main outcomes



One Stop Shop 

service delivery

The Portuguese Experience



The face-to-face channel: 

Citizenõs Shops



The face-to-face channel: 

Citizenõs Shops



ÅThe Citizenôs Shops deliver a wide range of face-to-face 

services for citizens in one place (Shopping center 

model);

ÅServices are fromdifferent levels of government

(central and local);

ÅBoth public and private sectorsservices.

ÅMore than 80 Millionpeople served.

The face-to-face channel: 

Citizenõs Shops



The face-to-face channel: 

Businessõ Shops



The face-to-face channel: Citizenõs ShopsThe face-to-face channel: 

Businessõ Shops



ÅThe same concept of the Citizenôs Shop. The ñBusinessô 

Shopsò provide public and private services for businesses;

ÅThey cover the business lifecycle: starting a business; 

managing business activities; expanding a business; 

closing or selling a business.

The face-to-face channel: Citizenôs ShopsThe face-to-face channel: 

Businessõ Shops



The face-to-face channel: 

Citizenõs and Businessõ Shops evolution 

1999: First Citizen Shop 

opened

Today: 20 Citizenôs Shops; 18 

from the 2ndGeneration

(10 more until the end of the 

year)

1997: First BusinessôShop

opened

Today: 10BusinessôShops



ÅCentral government services:
ÅTaxes;

ÅSocial security;

ÅRegistries (land, business, vehicle, civil);

ÅHealth care;

ÅLabour;

ÅImmigration;

ÅLicences and permits from several departments.

The face-to-face channel: 
Services available at Citizenôs and Businessô Shops



ÅLocal government services: 
ÅMunicipal licences;

ÅMunicipal water supply services.

ÅPrivate services: 
ÅBanks;

ÅUtilities;

ÅMobile phone;

ÅPostal services;

ÅCable TV.

The face-to-face channel: 
Services available at Citizenôs and Businessô Shops



More One Stop Shops



The face-to-face channel: 

Multi-services counter



It is used for services with a low level of specialisation that can 

be provided in a single, quick interaction with the same 

person (Social security services ïsuch as retirement benefits; 

Health care services ïenrolment in local health centres; Drivers 

license renewal)

The face-to-face channel: 

Multi-services counter



The ñintegrated countersò offer services organised according to 

peopleõs and companiesõ daily life events:

ÁReplacing lost documents;

ÁBuying or selling a home;

ÁCreating a new company;

ÁCreating an association;

ÁBirth registration at the hospital;

ÁInheritance.

The face-to-face channel: 

Integrated services/counters





The face-to-face channel: Citizenôs ShopsThe face-to-face channel: 

òOn the Spot Firmó service

ÁLaunched in 2005, this service enables entrepreneurs to 

set up a company ïprivate limited companies, joint-stock 

companies or single shareholder limited liability company ïat 

a single contact point and in less than one hour (in 

average it takes 35 minutes), without filling any 

application form.

ÁAll the information is internally exchanged among the public 

services involved (registry, social security, tax, economy).



The face-to-face channel: Citizenôs ShopsThe face-to-face channel: 

òOn the Spot Firmó service

ONLY 3 STEPS TO CREATE A COMPANY

1. Choose a name from a list of pre-approved company names 

reserved by the National Registry of Firms (RNPC) on behalf of the 

State (the list is available on the ñOn the Spot Firmò website, 

www.empresanahora.mj.pt, or at any ñOn the Spot Firmò desk).

2. Choose one of the pre-approved standard memorandum and 

articles of association packs (also available on the website or at 

the desk).

3. Register the company at any ñOn the Spot Firmò desk. 

http://www.empresanahora.mj.pt/


The face-to-face channel: Citizenôs ShopsThe face-to-face channel: 

òOn the Spot Firmó service

MORE CONVENIENT, CHEAPER AND INNOVATIVE

More convenient: all the process is completed with one visit 
to a single contact point.

Cheaper: around 360 Euros + stamp duty ïless 30% than 
the traditional service.

Innovative: An e-mail address and Web name ïfree of 
charges during the companyôs first year ïwill be 
immediately provided.



The face-to-face channel: Citizenôs ShopsThe face-to-face channel: 

òOn the Spot Firmó service

ÁThe complete process takes on average 35 minutes. Whereas 

before 2005: it took approximately one month;

ÁIn the past few years, 70% of all new companiescreated used 

this fast track procedure;

ÁMore than 87.000 firms have already been created through this 

system. (more than 50% werecreated at the businessõ shops)

ÁAround 16 Mûwere saved by companies with this project. (Standard Cost 

Model ïMethodology adopted by the European Commission).



80positions

Easiness of doing 

business (global rank) 45

2006

1. Starting a 

business
113

2007

40

33

5positions

ÅFirst place in the European Enterprise Award for òred tape reductionò, in a 

competition held by the European Commission, which has brought together 

hundreds of participants from different European countries.

Å«Portugal was the top reformer  in business entry in 2005/06.» (World Bank, 

Doing Business 2007) .

The face-to-face channel: 

òOn the Spot Firmó service
International evaluation





ÅThe ñOne Stop Houseò service  enables citizens and 

businesses to complete all the procedures related to 

buying or selling a home at a single counter.

The face-to-face channel: Citizenôs ShopsThe face-to-face channel:

òOne Stop Houseó service



The face-to-face channel: Citizenõs ShopsThe face-to-face channel:

òOne Stop Houseó service

Since July 2007 it is possible to perform immediately all transactions 

related to real estate transfer or assignment, at a single service point:

ÅTobuy& sellormortgagerealestate(urbanbuildings),among

others;

ÅTo pay all relatedtaxesanddutiesandrequestexemption

fromtheMunicipalPropertyTax(IMI);

ÅSignthesaleorassignmentcontractortheirmortgage.

Å 100.000proceduresalreadycompletedtroughthissystem.



The face-to-face channel: Citizenõs ShopsThe face-to-face channel:

òOne Stop Houseó service

ÅPublic:

ÅRegistries offices;

ÅCitizenôs and Businessô Shops.

ÅPrivate:

ÅBanks;

ÅReal estate agents association.



The face-to-face channel: Citizenôs ShopsThe face-to-face channel:

òOne Stop Houseó service
International evaluation

Å«Portugal was top reformer in the ease of registering 

property.» (World Bank, Doing Business 2010);

Registering Property 

(rank)
82

2009

Time (days) 42

2010

52

12

30positions

-30 days



www.portaldocidadao.pt

The WEB Channel: 

Citizen's PORTAL



ÅAround 1000 services from more than 160 public and private bodies;

ÅMore than 375.000 registered users;

ÅAverage of 3,5 millions page views per month;

ÅSince February 2005 it has offered SMS-based services.

The WEB Channel: 

Citizen's PORTAL



www.portaldaempresa.pt

The Web channel: 

Businessõs PORTAL



ÅMore than 500 services from more than 100 public bodies

ÅThe business Portal provides informational and transactional services 

covering the business lifecycle: 

ÅStarting a business

ÅManaging business activities

ÅExpanding a business

ÅClosing or Selling a business

The Web channel: 

Businessõs PORTAL



ÁSince July 2006, it is possible to set up a company 

completely online trough the Businessô Portal 

(www.empresaonline.pt)

ÁThis service can be used by lawyers, solicitors, 

notaries as well as any person who holds a digital 

certificate (as the one that the Portuguese citizens 

have in their ID card ïthe Citizenôs Card).

The Web channel: 

òOnline Firmó service

http://www.empresaonline.pt/


ÁMore than 10.000 companies have already been 

created trough this system

Á32,6 firms are created on-line per day (February 2010) 

ÁMore than 20 Mûsaved by companies with this project. 

(Standard Cost Model)

The Web channel: 

òOnline Firmó service



ÁSince December 2006, it is possible to request on-line companiesô acts, 

avoiding travel costs.

ÁUntil Februaryô10 more than 30.000 company acts were performed 

over the Internet.

ÁPermanent certificate: online company registry constantly updated and 

available at the Businessô Portal (Portuguese and English).              

More than 1 Millionissued. Around 40 Mûsaved (SCM).

The Web channel: 

Online companiesõ registry



ÅCompanies can now submit their annual accounting, statistical, 

tax and financial information to 4 different public servicesby 

using a single online form available at the Businessô Portal.

ÅMore than 1.100.000 simplified enterprise information statements

were delivered since 2007.

More than 5 Mûsaved by companies with this project. (SCM)

The Web channel: 

Financial statements and statistics



The Web channel: 

Online Simulator for permits related

to industrial activities

It enables businesses:

ÅTo get in advance the relevant information for 

licensing (deadlines, taxes, etc.);

ÅTo simulate all stages of the procedure;

ÅTo request the license and also to follow-up its 

progress.



The Web channel: 

Online Simulator for permits related

to industrial activities

Simulate



The Web channel: 

Licences Catalogue 

Now:

Licences organized by activity:
ÅAgriculture and Environment;

ÅCommerce and services;

ÅConstruction and real estate;

ÅEnergy;

ÅEvents, shows and sports;

ÅStreet market;

ÅIndustry;

ÅProfessions;

ÅRestaurants;

ÅTransportation;

ÅTourism;

Åé



The Web channel: 

Licences Catalogue 

Future:

ÅTo simulate all stages of the procedure;

ÅTo request the license and also to follow-up 

its progress.



The Web channel: 

Licences Catalogue 

Search by 

Activity


