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Speech on the “Single Non-Emergency Number D115” at the Public 
Services Summit in Stockholm from 8 to 10 December 2007 
 
Ladies and gentlemen, 
 
I am pleased to be able to present to you ideas on the goals and developments regarding 
the large-scale political project “D115” which aims to establish a single non-emergency 
number.   
Public administration has a complex set of responsibilities. With its intricate federal 
structure, Germany is a state where responsibilities and competences are assigned on the 
basis of the subsidiarity principle to more than 20,000 public bodies and authorities at the 
local, regional and federal level, creating a bureaucratic maze which makes it hard for 
citizens to find their way.  
 
The idea behind the single non-emergency number 115 is remarkably simple: A single, 
easy-to-remember telephone number is to provide citizens direct access to public services, 
regardless of the different administrative levels and responsibilities within Germany’s 
intricate federal structure.  
 

Background 

The telephone continues to be the means of communication most frequently used by the 
public to contact the public administration.  

There are good reasons to assume that this will continue to be the case even if 
government websites are expanded and accepted by the public. But every individual who 
wishes to contact the public administration faces the same problem: finding the right 
person or office to deal with their concerns. Individuals and businesses have to deal with a 
complex administrative structure and numerous telephone numbers just to obtain simple 
information or forms. Time is becoming an increasingly important factor not only for 
businesses but also for citizens and is therefore a valuable asset. It doesn’t help the 
situation that many administrations are available only during core times.  
But both increasing responsiveness of administration and the need for sustainable budget 
consolidation require strongly optimized processes. We need to identify ways of 
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simplifying the processing of external enquiries which administrations receive in an 
unstructured manner. This must lead us to rethink the division of work within 
administration.  
 
D115 for citizens 
When examining the needs of citizens, businesses and institutions requesting public 
services, priority is given to prompt and reliable responses to enquiries. Given the diversity 
of administration and the need for prompt and reliable responses, we decided to establish 
an easily accessible, single point of contact under one easy-to-remember phone number – 
115.  
 
Through a uniform commitment to service, D115 will generate a new dimension of 
customer satisfaction. In future, no enquiry should go unanswered. While simple enquiries 
can be answered immediately, the response to more extensive and complex enquiries will 
be ensured by requesting relevant information from the “responsible” authority or by 
forwarding the enquiry directly to this authority. 
 
“D115 – we are responsible!” 
 
An essential element of the commitment to service is the availability of the professionally 
trained and service-oriented staff also at times of day that are convenient for citizens (for 
example, after half past three in the afternoon). 
The necessary data to answer requests and the relevant services at different levels of 
government are being prepared and referenced in the various decentralized service 
centres – many of which already exist in urban areas – using information and 
communications technology. 
 
Calling D115 will not be free of charge. Citizens will accept the fee if we pursue the idea 
consistently because the benefits of the D115 service are compelling. If every visit to an 
agency and back took only 15 minutes, introducing D115 would annually save about four 
million working days of eight hours each. 
 
Serious users will gladly accept a fee because D115 is not 

• the beginning of an endless waiting loop, 
• a lengthy search for the right number, 
• as complicated as administration itself, 
• not responsible and difficult to reach. 
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D115 for administrations 
To live up to the D115 idea, service activities of the individual German authorities should 
be linked more closely in future, at federal level, and at local level and especially between 
the federal, regional and local levels.  

Uniform service-oriented standards for performance and quality management guarantee 
that all service centres provide the same high level of customer service nation-wide. 
Participation in this federal, regional and local network is conditional on fulfilling certain 
qualifying service criteria. 

Standardizing and pooling the management of customer requests in 115 service centres 
in a targeted and professional manner may effectively reduce the workload of the 
specialized sections in administrations, in particular as regards enquiries that can be 
resolved immediately such as simple questions, requests for information and questions 
about who is responsible. These enquiries account for about 80 percent of all calls. More 
complicated enquiries will be forwarded to the relevant specialized staff, with callers 
guaranteed a response within a certain defined time period. 

As a first step, the idea will be turned into a coherent strategy for a single non-emergency 
number by experienced experts at the federal, regional and local level and then tested 
through pilot projects in several regions. Depending on the results of the pilots, it will be 
decided whether to introduce D115 across the whole country.  
 
Pilot regions 

A call for statements of interest was initiated in autumn 2007 to identify pilot regions for 
developing and testing the strategy. Subsequently, numerous local and regional 
authorities expressed interest in participating in the project. Together with the regional 
partners, the statements of interest were divided into two categories: 

Qualified pilot regions: 
Qualified pilot regions are those that fulfil certain minimum standards and have experience 
in running a service centre at local and/or regional level. Qualified pilot regions include 
Berlin, Hamburg, North-Rhine/Westphalia, the Rhine-Main region (Hesse and Rhineland-
Palatinate) and various federal authorities. 

Interested pilot regions:  
Interested pilot regions are those that do not yet fulfil the conditions just mentioned but 
plan to do so soon. Interested pilot regions include Rhine-Neckar (Baden-Württemberg, 
Hesse, Rhineland-Palatinate), Oldenburg (Lower Saxony), Magdeburg (Saxony-Anhalt) 
and Saarland. In addition, the representatives of the Länder of Brandenburg, 
Mecklenburg-Western Pomerania, Saxony, and Schleswig-Holstein expressed interest in 
participating in the project. 
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On the one hand, this underlined the broad interest in the idea of a single non-emergency 
number in Germany, and on the other hand it created a solid basis (covering as many as 
13 million inhabitants) for successful testing. However, the call for statements of interest is 
not closed, and further pilot regions will be admitted to the project at any time. 
 
Service structure 
Experience gained in the qualified pilot regions suggests that about 80% of all D115 
enquiries pertain to the local level. Therefore, these enquiries should preferably be 
answered by the responsible local or regional authorities. Consequently, local service 
centres will mostly be the first point of contact for a caller. Client enquiries about issues 
concerning the regional or federal administration which cannot be answered by the 
responsible front or back office should be forwarded to the central regional or federal 
service centre (2nd level).  
If a regional or federal service centre is also not able to provide a satisfying solution to the 
client enquiry, it needs to be forwarded to the responsible specialized authority at federal 
or regional level to conclude the case (3rd level).  
 
Nevertheless, simple and repetitive enquiries on issues concerning state administration 
should be included in the local service catalogues and answered already at this level 
without involving the responsible regional or federal authority. 
 
The 115 system 
In the beginning, D115 will focus on telephone access to public services. At a later stage, 
it may be developed into a multi-channel system (including e-mail, voice mail, SMS). On a 
115 Internet portal enquiries could be sent via e-mail templates, for example. 
 
D115 can be called via conventional telephone lines, mobile phones and new web-based 
telephone providers such as Skype. Incoming calls will first be routed to an intelligent 
network which in most cases correctly distributes the calls geographically to the individual 
service centres. Otherwise, the call will be returned via the red path to the network 
including return information on where the call belongs. The intelligent network will then put 
the caller through to the correct service centre and is supposed to monitor and maintain 
the connection once it has been established. This is the only way that calls can be 
forwarded within the network and that statistical information can be kept.  
 
The core systems of a D115 service centre will include a search function, a monitoring 
and reporting function allowing for reliable control, and a function for electronically 
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registering contacts that cannot be handled immediately so that the enquiry does not have 
to be processed in real time. 
Using the search function, service centre staff will be able to access their local 
administrative portal and the D115 portals of connected administrations. These portals will 
provide access to information on available services and to meta-information relating to the 
individual service. Meta-information will include fees, the address and opening hours of 
the offices which provide services, the responsible person or team and the relevant 
contact details. 
 
In a rather small number of cases, service centre staff will have to ask for contact details 
to arrange for a call-back. It should be possible to retain the address, the request and 
steps already taken within the system. Further, it should be possible to forward this 
information and the recorded enquiry data via a uniform interface from one D115 service 
centre to another. The system should also be used to produce error reports to mutually 
record and notify about quality defects. 
 
The monitoring function will show the number of calls and the call traffic within a service 
centre. But it will also show the situation within the network, for example whether the 
planned service level was achieved and whether the amount of unresolved enquiries is 
increasing or decreasing. The function should allow for the management of an individual 
D115 service centre, but also indicate where there is need for action within the network. 
Making this information public through regular benchmarking creates transparency and 
thus promotes discipline and improves the overall quality.  
 
Qualification 
To ensure an appropriate quality level from the outset, administrations choosing to include 
their D115 service centre already during the pilot phase should fulfil the following 
requirements: 
 
• The service centre has the necessary infrastructure and staff. 
• The service centre is trained and has successfully concluded a test phase (at least six 

months) for its own public information service. 
• The required connection of the infrastructure with the D115 pilot has been concluded. 
• Readiness to participate in special D115 working groups and knowledge transfer. 

Participants will have to pay their own staff and travel expenses.  
 
In addition to providing the telephone number and routing incoming calls as I have 
described already, the central project will provide a qualification programme based on 
experience from the pilot phase, since D115 will be accepted across Germany only if we 
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manage to maintain a high quality or even improve the quality of D115 services. Central 
support will help service centres qualify to become a D115 service centre. Experience and 
results of existing service centres will be summarized and provided in draft papers, 
instructions, samples etc.  

In this context, qualification is part of a multicentric procedure to build up D115 which is 
divided into the phases I'm going to describe next. This approach allows numerous local 
projects to be carried out at different speeds and implementation levels.  

 
Phases 

A basic condition for participating in D115 is an operational service centre and some initial 
practical experience. This means that operators must prove that their service centre is in 
place and running successfully before it can participate in the D115 pilot testing.  

In the second phase, the pilot testing is prepared and initiated. In this phase issues such 
as system connection, quality standards, processing and routing calls need to be resolved 
and workable solutions found.  

In the third phase the pilot starts, testing the applicability, usability and operability of 
conceptual assumptions and technical solutions already implemented. At the same time, 
further issues will be identified and implemented (for example, invoicing, settlement of 
accounts within the network etc.) 

The transition from the third phase, which is the pilot, to the fourth phase, that is regular 
operations, is seamless. At a certain stage, which still needs to be defined, the service 
centres participating in D115 will have developed stable and regular operational structures 
so that it can be said that these organizational units will have taken up regular operations.  

If new service centres are established in other regions, they will be included in the D115 
network gradually and in partly parallel development and qualification phases.   

 

Long-term planning 

Not only the admission of participants (service centres) to D115 but also the introduction 
of D115 is divided into several phases, which I would like to briefly introduce.  

First, a concept for implementing D115 and its operation was developed and presented. 
Additional suggestions from a study on D115 which will be published by the end of the 
year will be included in the detailed planning to be conducted with the pilot partners at 
federal, regional and local level.  
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In autumn 2007 the organization of the central project was concluded. It will be 
responsible for coordination tasks necessary for a successful D115 rollout. In particular, 
the central project will initiate and coordinate the necessary working groups. In addition, it 
will reserve the number and initiate a call for tender to network providers.  

The central project is also responsible for a smooth transition of D115 into an umbrella 
organization, to take place in 2009. The D115 umbrella organization needs to be 
operational at an early stage so that the transfer of knowledge will be complete. After the 
transfer, the umbrella organization will be fully responsible for coordination. The central 
project will terminate when the umbrella organization is fully operational. 

The objective of the first phase of implementation, that is detailed planning and developing 
workflows, is to initiate pilot testing in the pilot regions as soon as possible. Pilot testing 
will start in autumn 2008 when a network provider has been selected.  

The pilot phase will be concluded once the required information is available and a final 
analysis of the results can be carried out. However, the transition between pilot testing 
and regular operations is seamless. Given the momentum of service centres joining D115, 
we do not seek to admit certain initially selected network participants by a specified date. 
Instead, we regularly accept new D115 service centres to achieve regular growth and an 
increasing coverage of D115. 

 

Summary 

To sum up, D115 is a gradually growing system both in terms of geographical coverage 
and guaranteed service delivery. It provides citizens and businesses with easy access to 
administrative services at federal, regional and local level. The project’s success depends 
on convincing partners of the idea, its implementation and useful communication. Thus it 
is not possible to force anyone to participate, and this will not even be necessary if the 
idea stands the test. D115 is based on the following principle: As local as possible, as 
central as necessary. Federal structures and local self-government are respected.  

Nevertheless, D115 provides interagency services. The ultimate aim is to establish a 
vertical and horizontal connection between all authorities at federal, regional and local 
level. The development of D115 is based on practical experience from existing federal, 
regional and local service centres. Sharing the constantly growing knowledge and 
experience will ensure a permanent increase in efficient service centres. 

Finally, D115 helps simplify administration with a view to implementing the EU Services 
Directive. 
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Born to be connected 

P. Gruetter, Stockholm Dec 07 

 

Roots  

The fatal arrow fired in the 13th century by 
our local champion bowman into the heart 
of the Habsburg governor was the start of 
Switzerland’s success story.  

And until recently, the crossbow was the 
symbol for high quality used on all our 
products.   

In the feudal times governing was not very 
sophisticated. A prince or a king sat on his 
throne and ran the country with the help 
of his noblemen, who at the same time 
took material advantage of the monarch’s 
position.  

Sovereignty over the territory was often 
divided, which to a certain extent made 
the lives of the peasants easier.  

Information was at its best passed on in 
church on Sunday and therefore it was 
scarce. This lack of information made 
government an easy task. Although the 
king had to beware of being poisoned or 
stabbed by one of his courtiers, his sub-
jects presented no threat. They couldn’t 
watch talk shows presenting in great de-
tail all possible reservations against his 
majesty. 

The Swiss, after their early success 
against the Hapsburgs, went their own 
independent way, but offered their ser-
vices to Europe’s kings as courageous 
mercenaries and fought the battles for 
them.  

Travelling around from one battlefield to 
another and back home - if they came 
back – led to an intensive knowledge 
transfer not only among the wealthy, but 
among the ordinary people. 

In a way, our mercenaries built one of the 
first open access knowledge networks. 
Unfortunately, it had a transmission rate 
of only a few kilobytes per year.  

But it was a beginning and it evolved into 
a successful networked society model, a 
bottom up federal republic, with broad 
possibilities of participation in politics and 
society and where the problems are 
solved on the lowest possible level.  

Tasks at the National level reflect con-
tracted, common goals (e.g. defense pol-
icy; economical model, social security, 
healthcare, environment policy) 

The localised, decentralised structure of 
Switzerland has remained intact over the 
centuries.  

With its four languages, its various cul-
tures and its federal structure, Switzerland 
was the living example that other organi-
sation models could be successful than 
the hegemonial standard approach as it 
culminated in the industrial era, were Cen-
tral governments ruled the people who 
lived within their territory with undivided 
sovereignty. 

In fact, 41000 km2 tiny Switzerland with 
its 26 states and 3000 boroughs never 
fitted properly into the mould of the indus-
trial-centralistic – and in part nationalis-
tic – era.  

Nevertheless, important companies in the 
silk, machine, chemical and food indus-
tries were established in the end of the 
18th and in the 19th century. This was 
only made possible by systematic net-
working within Switzerland, Europe and 
the world. 

 

Resilience and innovation as Swiss key 
success factors 

Ladies and gentlemen, when you study 
the Swiss history you will find two com-
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mon denominators over the 700 years: 
resilience and innovation 

In the heart of Europe surrounded by 
Germany, France, Italy and Austria, we 
constantly had to resist, adapt and adjust 
to the moves of our powerful neighbours 
and snatch the opportunities of David in a 
world of Goliaths, or in other words, to be 
innovative. 

Today our 7,5 Million people can be proud 
of a competitive, export oriented economy, 
reliable infrastructures, social security and 
an intact and healthy environment, all 
transmitted in a GDP of 65’000$ per cap-
ita,   

And innovation is ongoing, also in the 
Public sector, where we had major re-
forms at the National level in the past 10 
years, focused on the governmental tasks, 
processes and structures. 

Results are for example a new financial 
equalization between Confederation and 
cantons, important tax reforms, an educa-
tion reform, an amendment to the consti-
tution that prevents the parliament to 
spend more than the country's revenue, a 
new army, deep infrastructure reforms 
including the privatization of Telecom and 
the spin-off of the post and the federal 
railway. 

Communications technology allowed us to 
implement an efficient mileage-related 
heavy-vehicle charge, electronic customs 
clearance, animal traffic databases, 
grants of telecom licenses, online tax re-
turns and geodata etc. 

We reshaped ministries and regrouped 
tasks to gain higher effectiveness at lower 
costs.  

Since many of you are responsible for IT 
in your organizations I can perhaps briefly 
exemplify how we harmonized the IT in-
frastructure in the federal Government in 
the late 90ies:  

We are talking of 35 000 work places in 7 
ministries and a yearly ICT budget of 
around 700 Mio. 

Based on a process model  (-> slide) we 
created a CIO function and transformed 
our vertical silos in a horizontally fully in-
tegrated cost-performance accounting 
and chargeback model. With a total in-
vestment of 220 Mio we reached an an-
nual efficiency gain of 120 Mio and went 
for example from 7 to 3 host operators, 
from 3 to 1 physical data networks and 
from 9 to 1 printing process etc. 

We made similar reforms in finance, hu-
man resources, real estate management, 
procurement and logistics. We aban-
doned the civil servant status, are reform-
ing the management model and shall put 
army and police under one ministry etc. 

Ongoing is a systematic and broad analy-
sis of all Government tasks with a savings 
target of 10 to 30% and the goal, to stabi-
lize the states share at the lowest possible 
level. The Government shall be lean, 
tasks outsourced, transferred into Shared 
Service Centers, Public Private Partner-
ships or abandoned.  

Because less is more. Remember the 
Pareto principle, which says, that 20% of 
a statistical amount cover 80% of its effect. 
Or, to give an example, think abut oil 
fields. There are a few big and many 
small ones. Less is more means: Don’t 
concentrate on oil if you don’t have the 
big fields. 

 

Need for constant change 

“Why this constant change, we perform so 
well”, is a question we were often con-
fronted with.  

The answer is obvious: because adapta-
tion and innovation are the only key to 
sustainable success. 
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Because, as it is written in the preamble 
of the Swiss constitution, we want to keep 
our liberty and democracy and live our 
diversity in unity, knowing that only those 
remain free who use their freedom.  

Because we want to be the nation with 
the most competitive economy worldwide 
and consider it very important to stay one 
of the OECD members with the lowest 
states- and tax shares. 

Because we want to limit the state to fun-
damental tasks and streamline public ser-
vices.  

All this is done to set today a reliable ba-
sis for that the following generation can 
also live in a free country, with a strong 
economy, social security, and in an envi-
ronment that is worth living. 

 

Reform means expectation manage-
ment 

Of course reforms question tasks, struc-
tures and processes, but the most essen-
tial: it is all about people and their visions, 
hopes and fears. 

Good public reforms don’t happen be-
cause they are necessary, they happen 
because somebody had a vision of a bet-
ter or a new way to do what has to be 
done. 

They start when this person finds others 
to share the idea and those find disciples 
to spread the message that there is a bet-
ter, more efficient, more effective, more 
competent, more flexible, more transpar-
ent way to serve the citizen or business 

A vision and clear goals are indeed very 
important, but they don’t make things 
moving yet. 

Government structures and responsibili-
ties are hard to move, given the fact that 
they are usually conceived to last.  

To change something that is built to last 
needs an iron will to execute, long hale 
and a lot of convincing.  

The reform momentum comes only when 
you can create that air of expectancy for 
your people to live up to the expectations. 
To create this momentum you have to 
follow a set of rules or commandements, 
like the 10 in the Bible. They are key: 

1. First never start a reform if you are not 
ready to question yourself and empty all 
your pockets. Or as Carl Popper said 
"have the courage to use your mind". 

2. Walk the talk. Act as you talk; it makes 
you reliable. Reliability builds trust and   
trust integrates. Integration motivates em-
ployees to contribute and only broad con-
tribution creates the necessary momen-
tum. 

3.  Progress is based on exchange. The 
self-sufficient doesn't evolve. That's why 
protozoan staid rudimentary for millions of 
years. Create heterogeneity. Heterogene-
ous reform teams excel, monogamous fail. 

4. Encourage ideas and creativity. Pro-
mote the flow of ideas, not the chain of 
command. Creativity changes the con-
straint to undergo a transformation into 
joy. The green field is no longer an enemy 
but a playground for new ideas. If you 
have to make a choice, build on improvi-
sation, not on structure, on imagination, 
not on certitude.  

Albert Einstein knew what he meant, 
when he said that imagination is more 
important than knowledge, because 
imagination embraces the whole cosmos. 

And Jean-Jacques Servan-Schreiber, a 
famous french journalist and politician 
once wrote „ Who wants to detect the 
powers of the future should not look 
where the strongest army and the most 
powerful industries are, he should look for 
the sites of creativity.” 
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5. Involve as many people as you can. 
Think of the rule "Tell me and I will forget, 
show me and I will remember, involve me 
and I will understand". What one under-
stands, one can share. 

6. Don’t try to reduce complexity, accept it. 
Remember it's all about people. People 
are complex. Reforms touch people, the 
way they interact, and their culture. Re-
ducing complexity reduces performance. 
Try instead to excel, to make complexity 
work like the cogwheels in a mechanic 
watch. Then everything will look easy al-
though it will not be simple. . 

For instance think about how easy it looks, 
when  Roger Federer, not a bowman but 
also a successful Swiss champion, makes 
his points on the tennis court. 

Or look at the movement of my finger. It 
looks so trivial, but it is more complex than 
anything that was invented since Homo 
sapiens started to differentiate from the 
other hominids 100’000 years ago in the 
heart of Africa. 

7. Build on the peoples strengths. Let 
their weaknesses be their weaknesses. 
Replace them if necessary but don’t start 
to treat their weaknesses. Who can't do 
what he desires, should desire what he 
can do. No soccer trainer thinks about 
transforming his goalkeeper into a goal-
getter. Reforms fail when directed to 
eliminate weaknesses, the rarely fail when 
they build on strengths.  

8. Accept coincidence and diversity as 
regulating principles. Always look ahead 
and try to detect patterns, cycles and 
fashions, in the international environment, 
within the country and within your people. 
Complex systems follow patterns.  

Think at tree rings, business cycles, win-
ters: they are never exactly the same but 
they follow the same pattern. Once you 
detect that pattern, try to give your coun-

try, your Government, your unit a unique 
position. Differ from the flock.  

 

Anything new nowadays?  

But is there anything new nowadays be-
side all this well known stuff? Did anything 
really change since civilization articulated 
itself 14’000 years in the East of Turkey or 
since Gutenberg invented printing 5 cen-
turies ago? 

Yes, something fundamental has changed. 
The technological revolution of the past 
15 years led to an absolutely unique 
opportunity for mankind, far more 
important than the industrial revolution, 
something comparable to the invention of 
the wheel:  The cultural diversity of the nations of the 
world and its peoples got connected. For 
the first time since the fall of the tower of 
Babel every single person can exchange, 
share and collaborate with anybody he 
chooses on the planet. 

This has a dramatic impact on the culture 
of nations, companies and all societies.  

Just as the nation State long ago lost its 
monopoly on information, it is actually 
losing its monopoly on regulation. The 
efforts to retain sovereignty and control 
through the formation of communities of 
States, regional economic areas, and in-
ternational organizations have not yielded 
convincing results to protect the States 
integrity so far.  

Politicians who try to countervail the trend 
by harkening back to tradition, sealing off 
the country, and letting change pass by 
on the outside, may harvest political elec-
tion gains, but in the long term, this is cer-
tainly not a recipe for success.  

Only those who help support and design 
change can master circumstances.  
Our grandchildren might identify this dec-
ade as the beginning of the end of the 



PeterGruetter Seite 5 von 6 25.03.2008 / p 

classical territorial State. Don’t we experi-
ence daily in the internet the end of geo-
graphical boundaries? These are extraor-
dinary exciting times. Only very few of all 
human generations had the opportunity to 
experience such a situation.  

We can be proud of this achievement and 
face the huge responsibility that is related 
to it. 

Today’s generation can change the world 
into a genuine global community.  

A world in which central power is replaced 
by a network of divided responsibilities, 
comparable to the central nervous system 
in our body.  

We can transform the world in a commu-
nity that shares tasks, benefits and values, 
if we only let the two third of mankind that 
live with less than 10 Dollars a day par-
ticipate on our wealth. If we practice fair 
trade, give access to medicaments, edu-
cation and clean water for all. 

 

The new paradigme 

We are at the beginning of an unprece-
dented cultural disruption. Change is 
starting to manifest. Innovation and the 
shift of values accelerate. Value chains 
start evolving from local into global and 
vice versa.  

This culture will grow bottom up, from the 
edge to the center, from the people into 
the governing structures. 

That alone is a revolution. Traditionally, 
culture is implemented top down, by the 
power to edict rules and apply sanctions. 
By command and control; which does 
good for the allocation of resources, 
alignment, scaling etc. in Fredericks Tay-
lors industrial age; where performance 
measuring, benchmarking, controlling and 
reporting are king. 

And in the public sector Tailor has found a 
beautiful culmination in the New Public 
Management. But that’s not the future. 
That’s the last stage of the past.  

In the future, culture will rely less on hier-
archy, but on trust, transparency, mutual 
interest and interdependence.  

The world is exploding with nongovern-
mental organizations – from famous ones 
like the Gates or the Clinton Foundation 
to small local ones - who are reaching 
beyond government to solve problems 
together and bring people together.  

Public Sector, Private Sector and the 
people as partners. Management will be 
horizontal, collaboration and communica-
tion oriented, to harvest the fruits of the 
connected talent and knowledge. 

Obedience will be transformed into com-
mitment, position into competence, execu-
tion into adoption, specialization into inte-
gration, return on capital into profit per 
employee, top down into peer to peer, 
replication into innovation and manage-
ment – finally – into leadership. 

A new world social contract is emerging. 
Not based on classical power, but on co-
operation and exchange and enriching 
competition between cultures, on the abil-
ity to act and interact in the global human 
network.  

 

The future is Swiss 

At the end of the cold war, after the rec-
onciliation of China and Russia with the 
West, Switzerland replaced the crossbow 
by the Edelweiss as a more appropriate 
and conciliatory quality symbol in the up-
coming connected era. 

This new era is ideally suited to our small 
and culturally diverse country and there-
fore .– please excuse me for this national-
ism – profoundly Swiss. We believe that 
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we will be able to preserve our “local” 
roots while trading on the global markets 
and enjoying a lively and enriching ex-
change of ideas with the people and cul-
tures of the world.   

The modern communications technolo-
gies offer an ideal basis for democratic 
decision shaping, for extended liberty, for 
broad cooperation, excellent education 
and global prosperity and – to end in anal-
ogy with the preamble of the Swiss consti-
tution - for a world where the strength of 
the human society is measured by the 
welfare of its weakest members. 

When everyone on the planet has a 
chance and everyone counts, we can truly 
make the world a better and safer place.  

It’s up to us. 

 






































