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The Story 

SMEs and self-employees are at the heartbeat and core of the Catalan economic activity. One 
of the major problems for the competitiveness of SMEs is the existence of very complex or 
poorly laid down public authorization procedures, which are costly and significantly slows up the 
access of entrepreneurs to business activity.  

The Region of Catalonia government developed the One Stop Shop (OSS) as a reference point 
for entrepreneurs, corporations and intermediaries when dealing with government bodies. The 
OSS incorporates all the procedures and services involved in running a business throughout its 
lifecycle, regardless of the level of government involved.  

The triggers of this project were two-fold. The Catalan authorities wanted to reduce 
administrative burden and bureaucracy while boosting and building more trustful relationships 
between businesses and government bodies, putting business in the spotlight of public policy 
and ultimately enhancing Catalan economic activity. 

OSS project is part of the project of PURE COSMOS funded by INTERREG EUROPE since 
January 2017.  

This eGovernment initiative impacts positively the following life events: business start-up and 
early trading operations; regular business operations. 

 

The Challenges 

In Catalonia, there are three levels of public administration involved in the regulation on the 
economic activity:  

 The general State administration (Spain central government). 

 The regional administration (Generalitat or government of Catalonia). 

 The local government (municipalities).  

Each public authority carries out different responsibilities in the establishment of economic 
activities, and each of them applies different legal frameworks. The OSS is an initiative of the 
government of Catalonia which impacts a large number of different government authorities. So, 
one of the critical challenges to be solved was to obtain the full support of the 947 municipalities 
in Catalonia because the administrative simplification brought by OSS could have been seen as 
a treat for the municipalities’ self-decision power. To ensure the commitment of all required 
stakeholders, a Committee involving regional and local representatives has been created. The 
Committee meets every three months to lead the transformation by defining the lines of actions 
for the effective implementation of the OSS.  



Another key challenge was to ensure standardization among the different procedures used to 
establish an economic activity. The project identified the existence of more than 500 different 
procedures necessary to legalize all sorts of activities. The project faced a strong resistance to 
change particularly in the units responsible for the establishing and monitoring of the 
procedures.  By focusing only on Safety and Health standards and on environment, this number 
could be reduced to 17 procedures but with high impact of the economic activity, since they are 
transversal and affect any economic activity. The use of a regulatory framework modification 
helped also to overcome the resistance but the law enforcement process was long and tedious, 
given the numerous regulations involved.  

 

The Approach 

The project was inspired by the government of Catalonia to promote a new model of relationship 
between business and public sector to enhance economic activity by placing trust in companies. 

The approach followed within this project is organized in two steps  

 Firstly, the authorities of Catalonia rationalized and simplified the government 
procedures to launch an economic activity in order to eliminate unnecessary 
administrative burdens. The involvement of public administration does not take place 
anymore before the start of the economic activity, but only later on, and public 
intervention is only limited when public health, safety or environment may be affected by 
the economic activity. 

 Secondly, Catalan government developed the One Stop Shop (OSS) as a reference 
point for entrepreneurs, corporations and intermediaries when dealing with government 
bodies. The OSS incorporates all the procedures and services involved in running a 
business throughout its lifecycle, regardless of the level of government involved while 
offering standardization, in a timely and efficient manner.  

The OSS implementation has been made possible because the Parliament of Catalonia passed 
the Law on Administrative Simplification. The advantages of the law are multiple:  

 Minimal administrative involvement in the process of launching a business. 

 More transparency in public interventions. 

 Standardization of processes in all 947 municipal councils in Catalonia. 

 Less administrative costs for businesses. 

 Speed and immediate effect as this law removed obstacles to launch business activities 
(the operator does not need to wait for the Government’s response and may begin 
business as soon as the notification is made in the system). 

As the municipalities were a key point to reach the entrepreneurs within the newly developed 
OSS, getting the municipalities’ sponsorship of the OSS was absolutely needed. A Task Force 
with technical municipalities’ representatives was created to design the new approach of 
relationships between business and administrations. Many conferences and seminars were 
organized to on-board municipalities. But this was not enough to move towards a clear support 
of all the municipalities. So it was decided to develop a law. This law helped to increase 
municipalities’ sponsorship of the OSS in a very short period of time as it forces the 
municipalities to join the OSS. Six months after the law implementation, 85% of the 
municipalities joined the project.   



The development of the OSS is a breakthrough and has involved an important internal 
organizational change, and therefore entailing a cultural change in the Catalan public 
authorities. On top of a profound required transformation of the legal framework, in order to 
make this change become a reality, it also involved a wide technological change, where the 
current instruments to provide services do not fulfil the requirements. Besides that, it requires a 
strong and committed leadership to succeed. 

A clear communication plan has been included in the OSS project focusing firstly on enhancing 

communication with local government bodies, in order to inform public‐sector workers about the 
advantages of the OSS while promoting the new model for relationships with businesses. 
Secondly, the plan helped raising awareness among entrepreneurs about the new eServices 
available while increasing the use of those services. This communication plan really serves as a 
strategic differentiator to the organizational and cultural change. 

The budget of that initiative reached about €3 million in a 6 years timespan, funded by the 
government of Catalonia. 

 

The Surprises 

Since its start, this initiative received unexpectedly strong stakeholders’ buy-in. One explanation 
can be found in the set-up of a strong communication plan that established a clear 
communication and reporting channel towards municipalities and other governmental bodies 
about the project milestones and challenges. Efforts were also made to raise awareness among 
entrepreneurs about the new available eServices and the project received strong support from 
the most representation business organizations and the Catalan Chambers of Commerce. 
Another reason also lies with the change in regulation which enforces the municipalities to 
reduce their administrative burden by reviewing, eliminating and improving their internal 
procedures before incorporating them into the One Stop Shop. 

Moreover, the success of that project has had unexpected consequences. For example, public 
municipalities have come to realize that most of their workers have no business oriented 
mindset in their daily activities. As a result, training and awareness actions were developed to 
address this cultural change. 

No additional challenges were encountered. 

 

The Benefits 

Catalonia now has a fully operational One Stop Shop, with 524 procedures included in its 
catalogue (498 Catalan government, 9 Spanish government and 17 municipal), which provides 
entrepreneurs and companies with comprehensive multi-channel services for all levels of 
government. This means that processing takes place at a single point, without having to visit the 
different departments responsible for them, and ensures that procedures are swift and 
proficient. This enables entrepreneurs to complete more than 70% of their paperwork at once. 
The number of procedures managed by the OSS increased more than four-fold between 2012 
and 2016.  

Others benefits of the project are multiple.  

It resulted an organizational change about how government relates with businesses, putting 
companies at the center of the public action (business-friendly concept). This has been 
achieved by simplifying and reducing the administrative burden and by boosting online 
administration.  



The development of the OSS required a simplification of the administrative procedures. It was 
necessaire to review, eliminate and improve the procedures in term of necessity, relevance and 
value, before incorporating them into the One Stop Shop. 80 procedures have been eliminated, 
and 379 were reviewed and improved. As a result, the number of procedures that can be 
concluded immediately has increased by 30%, thus considerably reducing waiting times for 
starting business.   

Such an initiative has boosted online processing, as currently 40% of procedures are fully 
covered by the electronic channel. For example, Canal Empresa, the website of the OSS, has 
become the primary portal for relations between government and business.  In 2016 it was 
visited over 1,906,588 times, with 9,389,172 pages consulted, 39,782 registered users, and 
over 650,000 electronic procedures carried out during the year.  

The OSS project resulted in a change of the regulatory framework with the Administrative 
simplification Law of 2015. This law which sets standardization of procedures for activities with 
no or low risk (commerce, administrative services, personal services, catering and 
accommodation, construction industry, storage, and so on), changes the interactions with 
governmental bodies for 435.000 companies and corporations and almost 1.5 million workers, 
accounting for 75% of all economic activity in Catalonia. 

Thanks to the reduction of burden and the simplification of administrative processes, the Public 
Administration can now emphasize its efforts on what companies consider more important and 
on building relationship with businesses based on trust, which have a positive impact on society 
as a whole.     

Finally, the transition from paper processing to electronic processing also boosted social and 
territorial cohesion since it eliminates the difficulties to access Administration offices for 
companies distant from big cities. A rapid estimate shows that annually 53,000 urban 
compatibility reports are no longer made, which represents savings for companies of 8.9 million 
euros.   

In total, all the new developments related to the simplification of administrative procedures 
represent 68.4 million euros of annual savings for companies. 

 Internal benefits: the approach helped to use existing raw data more efficiently and it 
accelerated digitization within the cities. Additionally it generated cost savings and more 
efficient internal processes. 

 External benefits: positive results and feedbacks of the project launched the basis for 
sustainable evolution towards more eGovernment services. Building on that successful 
initiative, the development of several other eGovernment services has been envisioned 
in the near future. 

  



Several KPIs were identified to measure the success of the project: 

 
Objective December 2017 

% of municipalities joining the OSS 90% 97% 

% of population covered 80% 

76% 

(Barcelona – 1,6 million 
inhabitants - will be joining 

the OSS soon) 

% of procedures included in the OSS 90% 95% 

Number of managed files  
in 2012, 45.000 files 
managed in one year 

In 2017, 247.000 files 
managed in one year 

 

From a technological point of view, the project architecture is based on open standards which 
means that the OSS project is perfectly transferable to other European states or regions as the 
administrative difficulties that companies have to open a business are shared in many European 
countries and regions. 

So OSS services is going to be improved through the following initiatives in order to make the 
procedures: 

 ‘Digital by default’: the electronic channel must be the default communication channel be
tween entrepreneurs and government bodies. 

 ‘Give the information only once’: coordination between regional and local authorities will 
allow entrepreneurs to provide all the information about their activity in a single step.  

 ‘Now, open is easier’: the benefits of the OSS services must be explained to the 
entrepreneurs, using all the available channels. 

 

The Learnings 

The OSS case shows that clear policy priorities together with strong political leadership resulting 
in setting up adequate regulatory frameworks could enhance and speed up the development 
and the usage of effective eGovernment services. For example, the revision of the law on 
Administrative Simplification allowed the OSS to be implemented in Catalonia and facilitate local 
government authorities’ buy-in of the OSS in a very short period of time. 

The OSS has been very well received by the private sector, showing a strong need for 
administrative simplification and easier interactions with the governmental bodies. 

Last but not least, the setup of a clear communication plan as a strategic differentiator to 
implement the organizational and cultural change needed in the interaction between businesses 
and the different public authorities was a key success factor.  

 

The Case for Replication 

The project demonstrates the following replicable features: 

 The project tackles the common issue of numerous regulations and different levels of 
public administration. 



 A very short time frame and its swift execution suggest high feasibility of the project. 

 The project architecture was based on open standards that are available for replication. 


