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The Story 

Portugal has a strong and structured e-Government strategy, as a result of a well-designed plan 
to create a number of innovative initiatives in the areas of Simplification, Services Delivery and 
Electronic Government. The Agency for Administrative Modernisation of Portugal (AMA) is in 
charge of developing and promoting these initiatives, ranging from modernization projects, 
technological infrastructure or points of service to citizens, among many others.  

Among the many reference projects developed and implemented by AMA in the administrative 
modernization and e-Government area, over the last few years, the Citizen’s Portal (Portal do 
Cidadão) is one of its key initiatives, not inspired by any EU-related good practice but stemming 
from an internal / national initiative. The main idea behind the Citizen Portal is to congregate all 
the information and e-services available in every Public Administration entity and make them 
accessible in one single site, in a clear and easy framework.  

While the key target audience is the Portuguese citizen, located on the national territory or 
abroad, the portal also targets foreign citizens who live in Portugal or otherwise wish to interact 
with any Portuguese Public Entity.   

Initially launched in February 2004, it was last updated on 23 March 2015 in a move to go 
beyond the current services delivery and offer society a cross-cutting portal. 

 

The Challenges 

While political conditions were favourable at the time of the launch, the AMA encountered a few 
challenges: 

 Need to upgrade / massively transform an existing product. While it should be assumed 
as something totally new, the product has to leverage and build on previous experiences 
and concepts that should be maintained side by side with new approaches, committed to 
transform what was old into something innovative. 

 Accommodate public services created by many different entities. 

 Being a long-term, enduring project. 

 
The Approach 

A broad diagnosis of the existing situation was the first step assumed by the project team, so 
that the problems and needs could be identified.  It started with a deep analysis of the 
information and knowledge sources from the existing platform - databases and documents, 
usage statistics, existing satisfaction questionnaires - so that a good understanding of the 
operation and running model of the portal could be achieved.  



A survey was conducted to identify the most sought after services, with the most impact towards 
the citizen. The Competent Entities were contacted and, together with them, the AMA 
collaborated on the content creation. Other services were also prepared, although with different 
deadlines, since the priority was given to the most impact driven services. Data was also 
leveraged from the Portuguese Citizen shops (single points of physical contact).  

The new model of the portal was based on the development of a wide benchmark of global, 
national and local trends, without neglecting previous experiences and existing knowledge. Best 
practices and case studies were identified, documented and transversally analysed, and several 
informal workshops took place.   

Serving the citizen is paramount to the Citizen Portal. This goal in itself is what imbues the 
Portal with a special meaning. All the characteristics of the Citizen Portal, from its structure, its 
contents as well as its layout, are designed to serve the best interests of the Citizen.  

After several months of intense work and commitment, the new portal was launched on the 12th 
of March 2015.   

 

The Surprises 

Firstly, it is a portal like no other in the Portuguese Public Administration because it connects 
and brings all Public Entities together in one single point of access. In this regard it is very 
innovative. On the other hand, most of the services it makes available are merely links to the 
portals of each entity that owns the service. However, there are quite a few that are unique and 
new to the Citizen Portal, such as changing the address in the electronic citizen card, or the 
Document Folder, a personal reserved area that allows each citizen to save and share 
electronic documents.  There is an involvement regarding a partnership with the entities that are 
represented in the portal. The AMA manages the “framework” that is the Citizen Portal, while 
the contents are provided by the entities. 

While it is mainly a Public Administration focused project, a few private entities are also present 
in the Citizen Portal, such as communication companies or the Portuguese Postal Service, 
which is private. 

Since the launch of the new Portal, in the 12th of March 2015, the number of visits to the Citizen 
Portal is above 15 million. The large majority of visits originated in Portugal, but there is also a 
significant amount of users from Brazil, the United Kingdom and France. 

 

The Benefits 

The costs of the implementation amounted to roughly 1.5M€ (since 2004). The project involved 
around 20 persons from the internal team through several phases, 3 of which were focused on 
current management of the project. The IT services partner provided a team of 10 resources 
during the implementation phase.   

Benefits were generated on two axes: 

 Internal benefits: new mindset for the public entities, new way of working entrenched in 
collaboration, improvement of processes underlying the public services and enhanced 
communication between public entities.   

 External benefits: In 2004 there was virtually no meaningful availability of digital services. 
Today, the priority is Digital First, reducing the distance and gap between the Public 
Administration and the Citizen, in order to get the citizen to adopt a more digitally prone 



attitude towards the services provided, saving time and money, instead of relying on 
face-to-face services. Success is measured via analysing the statistics regarding the 
Citizen Portal leveraging tools such as Google Analytics. In a constantly increasing 
growth rate, the number of monthly visitations to the site often surpass the half a million 
mark, with 656.524 registered sessions in January 2018.  

 

The Learnings 

Several learnings emerged from the Citizen Portal initiative: 

 Involve teams from several areas of expertise. The project received a strong 
commitment support from key members of the Government that helped to trigger the 
involvement of several teams from Public Administration players, dedicated to the 
definition of the taxonomy and structure of the new Portal to guarantee the best access 
to all the variety of services. The AMA thus coordinated a multitasking team, with 
different levels of involvement during the different stages of the project regarding their 
field areas and time available. These teams needed to have a global and transversal 
view of the Public Administration, to identify the most important and impactful services 
for the citizen. Individuals also needed specific competencies in content creation and 
adaptation, allowing for a more accessible and clear language.  

 Secure robust Stakeholder commitment and relevance. The stakeholders are 
mandated to be part of the project, as the Citizen Portal is the official Public 
Administration Portal relating to the citizen. The lack of engagement by the Entities was 
the biggest risk to overcome. By becoming Stakeholders in the project, the entities were 
greatly involved. Trying to get all the stakeholders engaged and motivated to participate 
is a constant roadblock. It requires a great deal of commitment from the part of the 
Relations Team at AMA, persistently and permanently contacting the entities, managing 
the data contents that each of them have represented in the portal, to make them as 
updated as possible. 

 Focus on constant creation and update of contents and services by strong 
investment in time and resources to accomplish the task of implementing a better, 
faster and more user-friendly Citizen Portal.  Now that the consolidation phase has 
been performed, the AMA is now looking at differentiation. With the increasing number of 
APIs, there should be more layers, plug-ins and attachments within the Citizen Portal. 
The focus in the medium term is now to use more APIs, a unique source and database 
for contents (CES – Services’ Electronic Catalog) to increase available services. The 
AMA also wants to add a suggestion based interface, relying on the user track-history, 
like what one gets on sites such as Amazon. The AMA also wants a more customized 
layout, and further improve the user experience. Finally, the use of a Chatbot is also 
being considered.           

 Follow a step-by-step project implementation model that allowed reflection and 
progress at each of the services integration stages. Representatives of a wide range 
of public entities were also integrated in the project during definition and test stages, 
contributing to validate and update their own services.   

 Increase the degree of openness of the Portal. The current version of the Citizen 
Portal remains somewhat ‘closed’, an issue that will be addressed and greatly improved 
with the new Citizen Portal, which is intended to have new and more diverse features. 

 Continuously improve. Since the first days of launching the portal, the feedback is very 
positive, and the possibility to classify the utility of the services reveals to be very useful 



for the management performance, facilitating the continuous improvement of the portal, 
closer to the actual needs of the users. 

 

The Case for Replication 

The project demonstrates the following replicable features: 

 The Citizen’s Portal integrates web portals from different Portuguese public entities and 
it is prepared to seamlessly integrate more entities. 

 It was designed to allow its replication and connection to other technological platforms 
and portals, both nationally and internationally, taking interoperability as a major 
principle. In this context, it uses a proven contact management system (Liferay) and an 
Enterprise Service Bus, iAP - Plataforma de Interoperabilidade (Interoperability Platform 
for the Public Administration). 

 The Citizen’s Portal presents a simple and user-friendly structure, as well as 
collaboration features. 

 It responds to one of the main challenges public administrations face nowadays, namely 
engaging the society to participate and interact with the public administration. 

 The Portal’s information and services are also available in English and Spanish and 
can hence quickly be reproduced. 


