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Mobilizing a Techno-Savvy Citizenry Through
Mobile Applications

Quick Facts
Summary
The SAP® Citizen Connect mobile app
enables engaged citizens to report issues
in the public realm more efficiently than
ever before and track the status of reported issues. Built on mobile software from
SAP and integrated with SAP Business
Suite applications, SAP Citizen Connect
helps you automate your citizen self-
services. This can reduce workloads
for your call center agents and extend
the value of your solutions, resulting in
improved customer satisfaction.

Business Challenges
•• Address the various communication
needs and habits of citizens with
convenient and accessible channels
at acceptable cost
•• Standardize and streamline standard
service requests from civic-minded
citizens
•• Automate self-services to free up
agents to spend more time with those
citizens requiring personal interaction
•• Encourage mobile-phone input from
IT-savvy, engaged citizens to inform
and shape government business
processes
Key Features
•• Issue reporting – Use mobile phone
intuitive menus to report issues in the
public realm
•• Location specification – Specify
precise location using mobile phone’s
global positioning system
•• Photo documentation – Document an
occurrence or fact instantly by taking a

picture of it with the mobile phone,
entering a description, and sending
it to relevant civic authorities
•• Status tracking – Track the status
of issues reported using the mobile
phone
Business Benefits
•• Reduced cost by shifting workload
from expensive call centers to
automation
•• Increased transparency by letting
citizens monitor the status of issues
submitted
•• Improved decision making based on
data that is structured, context-rich
information
For More Information
To find out more, call your SAP representative. To test SAP Citizen Connect,
download the mobile app from the
SAP EcoHub solution marketplace at
http://ecohub.sap.com/store/mobility.

Mobile computing has revolutionized the way we do business.
Today’s enterprise-connected mobile consumer applications
are scalable and easy to deploy, and they offer a compelling
user e
 xperience. The SAP® Citizen Connect mobile app can help
authorities like yours open a convenient self-service channel
to citizens, automate processes, and accelerate service
provisioning. This can extend the value of your enterprise
applications and increase satisfaction among your citizens.

resource planning (ERP) software, with
tasks automatically assigned to the
responsible workers.
Shifting the workload from expensive
call center personnel to citizen self-
services frees up call center resources,
allowing them to provide individual
attention to the callers who require it.
This shift reduces waiting time for other
citizens, which improves service and
customer satisfaction.

A Fresh Brand

Embrace Mobility Across Your
Organization – and Beyond

Receiving “crowd-sourced” information
from citizens in a structured form supports
a high degree of automated processing,
saving public sector institutions effort,
time, and cost. Governments, in turn, can
use the mobile app as an effective public
relations instrument to display the city
emblem, logo, skyline, or even a photo of
the mayor on the screen of every citizen’s
mobile phone.
Engaged Citizens
Using this mobile app from SAP is much
more convenient for citizens than alternative channels for communicating issues
to the authorities. They can send messages
anytime anywhere, with no wait and no
hassle. Convenient, ubiquitous, anytime
availability of self-services and visibility
into follow-through is appreciated by
engaged citizens. They will likely tweet,
blog, and tell their Facebook friends and
the press about it.
Improved Service, Improved Image
Authorities can use the SAP Citizen
Connect mobile app to improve relations
between government and citizen, leading
to a highly participatory, more satisfied
citizenry. The software supports more
responsive citizen services – provided
the business processes are streamlined.
The mobile app can contribute to a more

productive and satisfied staff. As city
workers and contractors know, citizens
monitor the follow-through on issues
they report. The fact that citizens can
publicly voice their opinion motivates
city workers to respond to issues quickly
and attentively.
Of course, innumerable citizens reporting any number of issues generate a lot
of data. Because the data that citizens
send is structured – content-rich with
category, address, geographic coordinates,
visual images, and textual description –
it can be interpreted, mapped, and visualized. This allows for timely, meaningful
responses, while increasing operational
efficiency.
Reduced Costs
Regional disasters – such as storm,
flood, fire, or earthquake – result in a
virtual inundation of reports from those
affected. Emergency response is required,
but citizen service centers are overwhelmed logging damage-related calls.
Even on a normal day, they may be overwhelmed with calls about nonemergency
issues.
The data stream from the SAP Citizen
Connect mobile app is structured and
categorized. This allows for a high degree
of automation based on business rules.
It supports the creation of cases in customer relationship management (CRM)
software and notifications in enterprise

Mobile environments are diverse, complex,
and often beyond the direct, on-site
control of your IT team. The team must be
able to manage data, devices, applications,
and communications proactively for all
mobile government workers, managers,
and employees at any time. A unified
approach to data and device management
that gives workers the information they
need requires centralized control over
and visibility into workers’ mobile activities.
Sybase® Unwired Platform enables
quick, standardized development of
applications for any mobile device –
from iPhone and BlackBerry to Windowsbased laptops and tablets. It simplifies
the management of multiple applications
and securely connects your devices to
a variety of back-end data sources that
include databases, Web services, and
any application that leverages a serviceoriented architecture (SOA).
Such a platform helps you embrace
mobility across your entire organization
and keeps your mobile applications
connected to business-critical data
and processes as your IT systems and
business needs evolve.
Because developers can leverage
existing tools and expertise, Sybase
Unwired Platform lowers the cost of
creating mobile solutions. The platform

integrates with popular development
environments, including Microsoft Visual
Studio and Eclipse, and includes tools
that greatly simplify native mobile application development. It offers over-the-air
deployment via the Afaria® mobile device
management solution to help you centrally manage and maintain devices and
data throughout the device lifecycle.
On the other hand, customers are
showing unprecedented interest in this
technology. They have rapidly become
adept at ferreting out all its intricacies
and using them in the most unlikely
circumstances: while piloting bicycles,
racing down staircases, riding crowded
elevators, and behind coats in the cloakrooms of strict establishments where
mobile phones are not allowed. The
citizen-facing mobile apps users have
looked at closely include texting – short
message system (SMS) – and Sybase
365 offerings for mobile messaging and
mobile commerce. Other related offerings
attracting attention are mobile apps for
field workers, such as the SAP Field
Service mobile app and the SAP EAM
Work Order mobile app.
Learn More
To find out how the SAP Citizen Connect
mobile app can help your government
engage with its citizens, contact your SAP
representative.

About SAP
As market leader in enterprise application
software, SAP (NYSE: SAP) helps companies of all sizes and industries run
better. From back office to boardroom,
governor to citizen, desktop to mobile
device – SAP empowers people and
organizations to work together and use
business insight more effectively to stay
ahead of the competition. SAP applications and services enable more than
109,000 customers to operate effi
ciently, adapt continuously, and grow
sustainably. For more information, visit
www.sap.com.
Optimizing Business Performance
Through Innovative Solutions
Our mission is to make every customer
a best-run business. Our software and
services help customers optimize their
business processes. SAP customers can
use business analytics to attain insight,
efficiency, and flexibility to respond to
changes in the business environment
with more agility and effectiveness and
capture the full benefits of business
networks. By leveraging innovative technologies to help companies become
best-run businesses, we help customers
around the globe perform at a significantly higher level of effectiveness and
efficiency. In reaching for this goal, we
are also contributing to global economic
development on a grand scale.

The SAP product portfolio comprises
enterprise resource planning and related
applications such as supply chain management, customer relationship management, product lifecycle management,
and supplier relationship management,
along with business intelligence and
analytic applications. And our software
is available on demand, on premise, and
on device. Essential to the SAP product
portfolio is the enablement of complete
data and process consistency for our
customers, no matter which environment
they are operating in.
Helping Companies Run Better
Today, customers in more than 120 countries run SAP applications – from distinct
solutions addressing the needs of small
businesses and midsize companies to
suite offerings for global organizations.
Our solutions, which cover standard
business applications and technologies,
as well as specific industry applications,
are designed to help companies run
better. They can make an organization’s
business processes more efficient and
agile, enable real-time decision making,
and create sustainable new value, no
matter the operating environment. Incorporating in-memory computing technology across our data management
offerings allows customers to instantaneously access any data, anywhere, any
place, in real time.

Receiving “crowd-sourced” information from
citizens in a structured form supports a high degree
of automated processing, saving public sector
institutions effort, time, and cost.

www.sap.com/contactsap
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SAP, R/3, SAP NetWeaver, Duet, PartnerEdge, ByDesign,
SAP BusinessObjects Explorer, StreamWork, SAP HANA, and other
SAP products and services mentioned herein as well as their respective
logos are trademarks or registered trademarks of SAP AG in Germany
and other countries.
Business Objects and the Business Objects logo, BusinessObjects,
Crystal Reports, Crystal Decisions, Web Intelligence, Xcelsius, and other
Business Objects products and services mentioned herein as well as their
respective logos are trademarks or registered trademarks of Business
Objects Software Ltd. Business Objects is an SAP company.
Sybase and Adaptive Server, iAnywhere, Sybase 365, SQL Anywhere, and
other Sybase products and services mentioned herein as well as their
respective logos are trademarks or registered trademarks of Sybase Inc.
Sybase is an SAP company.
Crossgate, m@gic EDDY, B2B 360°, and B2B 360° Services are registered
trademarks of Crossgate AG in Germany and other countries. Crossgate
is an SAP company.
All other product and service names mentioned are the trademarks of
their respective companies. Data contained in this document serves
informational purposes only. National product specifications may vary.
These materials are subject to change without notice. These materials
are provided by SAP AG and its affiliated companies (“SAP Group”)
for informational purposes only, without representation or warranty of
any kind, and SAP Group shall not be liable for errors or omissions with
respect to the materials. The only warranties for SAP Group products and
services are those that are set forth in the express warranty statements
accompanying such products and services, if any. Nothing herein should
be construed as constituting an additional warranty.

