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	01.01.2016 – 31.08.2024

	Donor
	Republic of Türkiye

	Country 
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	Project Title
	Institutionalization and Broader Use of the E-Consulate  System for Increased Efficiency in the Service Delivery of  the Ministry of Foreign Affairs Phase II Project

	Project Locations
	Türkiye – Turkish Diplomatic Missions
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Strategic Plan and/or CPD Outcomes
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CPD-2016-2020

UNDCSF Outcome 2.1.: By 2020, central and local administrations and other actors more effectively protect and promote human rights, and adopt transparent, accountable, and pluralistic and gender sensitive governance systems, with the full participation of civil society, including the most vulnerable

CP Output 2.1.4.:  Strengthened local, regional and national governance mechanisms for participatory, accountable and transparent services 

CPD-2021-2025

COOPERATION FRAMEWORK OUTCOME INVOLVING UNDP #4.1: By 2025, governance systems are more transparent, accountable, inclusive and rights-based, with the participation of civil society, and judiciary services are improved in quality


Output 4.6 Use of digital technologies and e-governance enabled for improved public services and other government functions

	Implementing Partner(s)
	Ministry of Foreign Affairs / General Directorate of Information Technologies

	Project Start Date
	01.01.2016

	Project End Date
	31.08.2024
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	02.10.2015
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12.05.2020 
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· Thematic Trust Fund C/S         USD
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I. [bookmark: _Toc366161035][bookmark: _Hlk42095132][bookmark: _Toc154140529][bookmark: _Toc154140584][bookmark: _Toc154209171][bookmark: _Toc162356066][bookmark: _Toc178675984]Executive summary

Türkiye is one of the leading countries in the region that achieves broader application of the ICT system in service delivery. In its national policy documents e-governance is identified as one of the key priorities for national and sectoral development and an important pillar for evolved public administration system to increase effectiveness and efficiency, enhance transparency and accountability as well as a tool for strengthening international competitiveness of Turkey. 

The Ministry of Foreign Affairs (MFA), following the identification of the ICT development as a key area in its Strategic Plan for better services and good governance, developed and applied the e-consulate system. The MFA provides an important example of use of ICT in the consulate services with an aim of increased efficiency and cost effectiveness, and ultimately increased citizen satisfaction.   


II. Background Information

Ministry of Foreign Affairs in its cooperation with UNDP has developed and applied the e-Consulate system for increased efficiency in its service delivery. This project is the continuum of Phase I, and is extended to increase the efficiency and cost-effectiveness of the established system with a focus on enhanced citizen-satisfaction from the services of the Ministry all over the world. The expected outputs of this Project are as follows: (a) Institutional capacity of MFA enhanced for full-fledged application of the e-Consulate system (b) Accessibility of e-Consulate system enhanced through its improved user-friendliness.

III. [bookmark: _Toc366161037][bookmark: _Hlk42081167]Progress Review 

The MFA E-Consulate Project phase II (2016-2023) is one of the best practices concerning the national governance mechanism, which supports participatory, accountable, and transparent services. The project enhances e-governance applications and increases the accessibility of government services worldwide through https://www.konsolosluk.gov.tr/. UNDP continued to contribute to the efficiency and cost-effectiveness of the E-Consulate service of the MFA, with a specific focus on user-friendliness and enhanced citizen satisfaction worldwide. In this regard, the following activities have been realized within the scope of the projects.
The MFA E-Consulate Project is one of the best practices concerning the national governance mechanism which supports participatory, accountable, and transparent services. The project enhances e-governance applications and increases the accessibility of government services worldwide through https://www.konsolosluk.gov.tr/. Between 2020-2023, the UNDP continued to contribute to the efficiency and cost-effectiveness of the E-Consulate service of the MFA, with a specific focus on user-friendliness and enhanced citizen satisfaction all over the world. The number of new users reached 8,882,072.  A total of 23,331,221 sessions were opened, and 80,787,912 page visits were recorded.

Besides, the E-Consulate system has been used in over 50 countries around the world. Top 10 countries that used the E-Consulate services are; Germany, Türkiye, France, the USA, the Netherlands, the United Kingdom, Austria, Belgium, Pakistan, and the United Arab Emirates, respectively.  This data demonstrates the importance and credibility of the E-Consulate System.  The creation of a user-friendly, accessible, and smooth interface, as well as constant system support, is very crucial for good governance practices.


Project Management Arrangements:
During 2020-2023;
· 22 NPSA and UNV Contracts were extended in consultation and consensus with the MFA for below-listed positions to respond to the further need of stabilizing and providing maintenance to the E-Consulate System with developing additional modules to the remaining system as;
· One Project Associate
· Three Hardware Specialists
· One Senior Software Developers
· Seven Software Specialists
· Six System Specialists 
· Four Junior Web-Graphic Designers (UNV)

Implementing and enhancing current functions are believed to facilitate user experience and increase public satisfaction with the system. The E-Consulate System has a bilateral impact on two main end-users; the Ministry personnel and the public users. The system has provided effective service delivery all around the world by the staff and created an environment for cost-effective service provision. Besides, it has increased public satisfaction and the number of provided services, including third-party government services via e-government (turkiye.gov.tr).
[bookmark: _Toc39018078][bookmark: _Toc39111178]Progress, Achievements and Success Stories
Mentioned projects built on its accumulated experience and results as well as the past UNDP and Ministry of Foreign Affairs joint initiatives in this area. The project emphasized the E-Consulate system’s institutionalization and full-fledged application, to be achieved through enhanced institutional and individual capacities and increased awareness and ownership of the citizens and respective stakeholders. In line with this objective, several conferences were held to consolidate the ownership and ensure the sustainability of the projects’ outputs at the national level and serve as a platform for discussion of the best national and international practices of e-government. The events created a platform to discuss the current e-government practices and future trends in e-government, elaborate service delivery methods and enabled an environment to analyze frameworks, best practices, and challenges about e-government service delivery operations. 
In this regard, the MFA E-Consulate Project phases (2010-2015 and 2016-2023) are one of the best practices concerning national governance mechanism that supports participatory, accountable, and transparent services. The project enhances e-governance applications and increases the accessibility of government services worldwide through https://www.konsolosluk.gov.tr/. UNDP continued to contribute to the efficiency and cost-effectiveness of the E-Consulate service of the MFA, with a specific focus on user-friendliness and enhanced citizen satisfaction worldwide. In this regard, the following activities have been realized within the scope of the projects:
· Providing continuous technical (software design and system security) support for ID card applications through konsolosluk.net in missions abroad 
· Development and maintenance of new Konsolosluk.NET version 2.0.
· Establishment of a new payment system for e-visa applications that covers 17 different payment systems including Visa, Mastercard, Diners, Discover, Sofort, JCB, etc.
· Development of a new logging mechanism to cover and address the logging needs. This new infrastructure now handles up to 2 million log entries per day, with an access speed of less than 0.1 seconds. It holds 1.5 billion log entries in total.
· Development of a new internal web service for kiosks which are planned to be used in missions for more enhanced and reliable service delivery
· Providing support for the establishment and maintenance of IT technology framework to the Ministry and missions abroad (over 240 Turkish Missions)
· Providing technical support for the establishment of mobile consular services both in software architecture and system management 
· Development of software architecture for distribution of 2nd generation passports in missions abroad
· Development of Diplomatic Portal software interface
· Integration of multiple e-governance services to konsolosluk.net for effective service delivery
· Continuous system and network security support to ensure efficient online services
· Configuration of the "multi-factor authentication" method to make the authentication mechanism more secure and sustainable
· Integration of “identity data management and synchronization” interface
· Development of software library for integration and implementation of relevant e-governance services through Diplomatic Portal and konsolosluk.net-
· Development and replenishment of the updated Ministry website for a more effective and user-friendly experience.

In order to ensure that the work in the field of digital diplomacy and e-consulate is safer and more sustainable, it is necessary to take in-depth cyber security measures. In this framework, personal data protection will be supported through the development of additional hardware, software, and hybrid infrastructure for cyber security measures, thus ensuring uninterrupted service to the citizens. In addition to the services provided to citizens of other countries (such as e-visa), it is also an important goal to integrate the personal data legislation of the applicant's country of residence into the services, as necessary, to protect the data of citizens living abroad.
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Indicator Based Performance Assessment

	Level in Results Hierarchy
	Description
	Indicators
	Baseline 
	


End of project target
	Cumulative Realization (Number or Text)
	Explanation for deviation from the target and any other remark (please break-down into male/female if possible)

	UNSDCF Outcome
	Outcome 4.1. By 2025, governance systems are more transparent, accountable, inclusive and rights-based, with the participation of civil society, and judiciary services are improved in quality

	
	
	
	Baseline + realization for that year
	

	CPD Output 
	Output 4.6 Use of digital technologies and e-governance enabled for improved public services and other government functions
	Number of proposals developed by UNDP assistance for preparation of frameworks that leverage digital technologies and e-governance for delivery and monitoring of services 

	2 (already in place) 

	




4
	4
	 

	Outcome 1
	The Project will focus on e-Consulate system’s institutionalization and full-fledged application, to be achieved through enhanced institutional and individual capacities and increased awareness and ownership of the citizens and respective stakeholders (through outreach strategy).
	Creation of full fledged online e-consulate system for enhanced institutional capacity
	Creation, preparation, design and maintanance of e-consulate system
	The system was designed and initiated and running to deliver online e-consulate services
	100%
	

	Output 1.1
	Institutional capacity of MFA enhanced for full-fledged application of the e-Consulate system   
	Number of new accessibility features introduced for enhanced user-friendliness
	0
	3
	7
	Continued commitment of the senior management of the MFA to the project and introduced system Enhanced results based management improve service delivery and user satisfaction

	Output 1.2
	Accessibility of e-Consulate system enhanced through its improved user-friendliness
	Number of the individuals benefitting from the e-consulate system
	Number of the individuals benefitting from the e-consulate system is 6 million in 2015
	5,300,000.00
	34,000,000.00
	Adaptability of the users for the newly introduced systems Increased demand to the system due to its accessibility, user-friendliness and cost and time efficiency

	
	
	Number of services provided through the e-consulate system
	0
	17
	25
	Adaptability of the users for the newly introduced systems Increased demand to the system due to its accessibility, user-friendliness and cost and time efficiency



IV. [bookmark: _Toc162356063][bookmark: _Toc178675987][bookmark: _Toc366161038]Contribution to Gender Equality

The project is identified as GEN-1. Overall, 60.1% of the total number of users was male, and 39.9% are female. Furthermore, through an increasing user-friendly interface, guidance, and accessibility, the project serves as a new way of producing outputs contributing to gender equality. 
Although the project document does not have any reference to gender equality, the following output and activity have an overall contribution to achieve gender equality through improved service delivery of the system: 
· Output II: Accessibility of the E-Consulate system enhanced through its improved user-friendliness: the E-Consulate system is serving a broad range of users. There is an expectation of having more user-friendly software.
 Activity 2.1: Develop a tablet version for improved user-friendliness
 Activity 2.2.: Conduct mapping activity and developed other means for increased user-friendliness

V. Project Risks and Issues

Due to the COVID-19 outbreak and pandemic worldwide in 2020, both the UNDP and the Government of Turkey have restricted all meetings and gatherings and adjusted working conditions. In this regard, a Presidential Circular, issued on March 23rd, 2020, has initiated flexible working conditions for civil servants at all public institution levels. 
In terms of working arrangements, the services are being delivered through the konsolosluk.gov.tr website, which has enhanced accessibility and adapted features. The risks regarding the continuity of the work are relatively manageable, as the relevant updates and development of the system can be conducted remotely via online tools.

a. [bookmark: _Toc162356064][bookmark: _Toc178675988][bookmark: _Toc366161039]Updated project risks and actions  (please highlight new risks in addition to what was already stated in your ProDoc)

Project Risk 1: Awareness-raising and visibility-related activities of the Project enhanced.

Actions taken: An informative video was prepared and published.
Project Risk 2: Turnover at the central level may cause some delays in the implementation of the project
Actions taken: Comprehensive handover notes were prepared, and close backup arrangements were implemented.


[bookmark: _Hlk42104303]Is the risk section of your QUANTUM module updated according to this Progress Report? Yes/No

YES

VI. Monitoring Arrangements 

The project carried out its objectives in accordance with the project document and the guidance of the Steering Committee (SC). 
The system is being used at an increasing rate, and considering the latest improvements in the Information and Communication Technologies field, upgrading the infrastructure under the application layer in terms of security and performance has become a critical requirement. 
Currently, the system is being used both at the consulate level and by citizens, and there is still a need for maintenance to ensure continuity and standardization. Therefore, the continuity, compatibility, and sustainability of the system should be provided. The confidentiality and security of network-related activities are also crucial issues that need to be sustained.
The staff recruitment plan was developed in line with the project activities under the work plan. As the improvement of the E-Consulate System is an ongoing and active process, the staff recruitment plan was reviewed and updated, as mentioned above.

Is the monitoring section of your QUANTUM module (includes the last PSC meeting, monitoring missions and the submission of this Progress Report) updated according to this Progress Report? Yes/No
YES

VII. [bookmark: _Toc357063192][bookmark: _Toc366161041]Lessons Learned 

[bookmark: _Hlk42104929]The system is being used at an increasing rate, and considering the latest improvements in the Information and Communication Technologies field, upgrading the infrastructure under the application layer in terms of security and performance matters became a critical requirement.  

Currently, the system is being used both at the consulate level and by the citizens, and there is still a need for maintenance of the system to ensure continuity and standardization. Therefore, the continuity, compatibility, and sustainability of the system should be provided. The confidentiality and security of network-related activities are also crucial issues that need to be sustained. 

The staff recruitment plan was developed in line with the project activities under the project work plan. As the improvement of the E-Consulate System is an ongoing and active process, the staff recruitment plan was reviewed and updated, as mentioned above. 

VIII. [bookmark: _Toc366161042]Conclusions and Way Forward

The project was built on the accumulated experience and results, as well as the past UNDP and Ministry of Foreign Affairs joint initiatives in this area. The project emphasized the E-Consulate system’s institutionalization and full-fledged application, to be achieved through enhanced institutional and individual capacities and increased awareness and ownership of the citizens and respective stakeholders. In line with this objective, several conferences were held to consolidate the ownership and ensure the sustainability of the projects’ outputs at the national level and serve as a platform for discussion of the best national and international e-government practices. The events created a platform to discuss the current e-government practices and future trends in e-government, elaborate service delivery methods and enabled an environment to analyze frameworks, best practices, and challenges about e-government service delivery operations.  

IX. [bookmark: _Toc366161043]Financial Status[footnoteRef:1] [1:  Disclaimer: Data contained in this financial report section is an extract of UNDP financial records. All financial provided above is provisional. 
Disclaimer: UNDP adopted IPSAS (International Public Sector Accounting Standards) on 1 January 2012, cumulative totals that include data prior to that date are presented for illustration only.  
] 


Insert Cumulative Expenditure Report here, from the project start date to the date of this progress report.  . Unless there is specific guidance by the donor that was agreed within the Financing Agreement or a templete stated in ProDoc, use the reporting template of your own similar to this example.

X. [bookmark: _Toc366161044]Annexes

i.The latest approved Annual Work Plan for the following year (AWP)
iv. Output verification forms completed for monitoring missions
v.Relevant copies of media coverage (a list of media coverage with necessary links would also suffice)
vi.Publications, studies or any other work that is deemed an important output of the project.

If there is any other specific reporting requirements from donors, it can also be inserted here.
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