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Introduction

Public Service Development Agency (PSDA)
is a legal entity of public law (LEPL) under the
Ministry of Justice of Georgia and one of the
largest service provider entities throughout the
country. The agency was established in 2012
on the bases of LEPL Civil Registry Agency.
Since 2012, agency gained new functions and
nowadays, along with administering the civil registry
and related services, its mandate includes support of
the public service development and implementation of
innovative approaches across the government.
Within the civil registry, main services of the agency include issuance of identification documents such
as identity card and passport, management of the
citizenship and migration procedures, migration
policy-making, apostille and legalization of
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documents, marriage registration and etc.
Therefore, within the frames of the civil registry
mandate,
the
agency
owns
population
data
bases,
which
is
directly related to the quality, credible and secure
service delivery. In order to cope with effective
operation of public registry and database
advancement,
agency
conducts
various
successful initiatives, including perfection of voters’lists,
digitalization of documents and addressing projects.
PSDA services are available in Public Service Halls,
Community Centers and PSDA territorial offices
across the country. As for the Georgian citizens
living abroad, services are available at Georgian
consulates or through online channels such as PSDA
distance service delivery unit www.sda.gov.ge and
citizen portal www.my.gov.ge.

Introduction

To support the development of the public services
PSDA develops various tools, which create new
opportunities within the country. Moreover, the
agency actively cooperates with other governmental
institutions to improve their services. PSDA ensures
the establishment of high standards in service design
and delivery, both on national and local level, through
implementation of important projects and reforms.
PSDA plays an important role towards the
implementation of e-governance in Georgia by
constant
development
and
delivery
of
identification
and
qualified
trust
services.

Within its operational framework, PSDA responds
to the challenges of modern democratic state. New
initiatives and implementation of an ongoing
projects are directly linked with the development
and improvement of the democratic governance in
Georgia. Therefore, with an aim to develop and
increase the accessibility of public services PSDA
actively shares acquired knowledge, skills and
successful experience not only with the public
entities,
but
also
with
private
sector
representatives locally, as well as internationally.
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Successful Projects of the Agency
Georgian Biometric Passport

Public Service Development Agency provides
Georgian citizens with high-tech and secure
travel document - biometric passport. Unlike usual
passport, biometric one ensures the complete
identification
of
the
person
and
excludes falsification of an official document.
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Successful Projects of the Agency
Passport of the Georgian citizen is created in
accordance with multiple international standards,
including ICAO (International Civil Aviation
Organization)
standard.
Introduction
of
biometric passport system has significantly increased

the credibility of Georgian identification documents
internationally, which consequently reflected on
gaining the visa free travel for Georgian citizens to
the EU.

Amount of Biometric Passports Issued

Electronic Identity Card – ID card
Electronic identity card of Georgian citizen is
the main document certifying the citizenship and
identity of the person. It is equipped with modern
security mechanisms and allows citizen to
benefit from innovative electronic services with
absolute safety. Alike biometric passport, ID card is

high-tech document, secure from falsification and
providing an opportunity to use electronic services, such
as e-authentication and qualified electronic signature.
For these functions, ID card is equipped with relevant
certificates, public and private key infrastructure and
safety codes for protection from unauthorized access.
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Successful Projects of the Agency
Moreover, in specific countries (Turkey, Ukraine) ID card can serve as a travel document for Georgian citizens.
The information about ID card functionality is available at www.id.ge.

Amount of Electronic Identities Issued
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Trust and Qualified Trust Services

PSDA is one of the leading entities in
implementation
of
e-governance
in
Georgia,
with
an
utmost
important
mandate
to
develop
identification
services.
Development of the qualified trust services is
supported by high standards and security of the
identification documents issued by the PSDA.
In accordance with Georgian law “on electronic
documents and electronic trust services”, PSDA
has undergone the CA (Certificate Authority) audit,
conducted by the internationally recognized
auditing company, which granted the agency with the
status of the single trust service provider within the
country. Within the frames of the given mandate,
agency provides modern and innovative services,
such as qualified electronic signature, qualified
electronic seal, qualified electronic time stamp, electronic
authentication, and encryption and authentication
certificates. All the above mentioned duties are
conducted in accordance with the EU standards and
regulations.
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Qualified Electronic Signature and Qualified Electronic Seal

Qualified electronic signature and qualified electronic seal are the credible means of authorization used for
electronic documents.
Qualified electronic signature represents a high-level electronic signature, which is equivalent
to the so called “wet signature” and has the same legal power as the physical signature.
Qualified electronic signature undoubtedly confirms the identity of the signatory and secures
the document from falsification.

Qualified electronic seal is designated for legal entities, it can be used for authorization of the
documents in the name of the organization. Qualified electronic seal provides confirmation of
the wholeness and accuracy of the electronic document.

8

Qualified Electronic Signature and Qualified Electronic Seal

Renewal of Certificates and Pin Codes

Renewal of Certificates From the Web Site

Respective pin codes are required to use qualified
electronic signature. If the user lost or
forgot
the
pin
codes,
they
can
be
restored based on the request of the citizen.
The usage of qualified electronic signature and
qualified electronic seal establishes high standards
of e-document protection and their authenticity.
Usage of qualified electronic signature and qualified
electronic
seal
on
electronic
documents
increases their credibility and security level,

since such documents are protected from
unauthorized manipulations as much as possible
– it is impossible to make any changes in signed
document without noticing it. As for the user
perspective - the service is comfortable in terms
of saving time and resources required for travel.
Moreover,
it
enables
to
sign
a
document from any part of the world.
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Electronic/Distance Services
Along with physical services, PSDA pays
significant attention to the development of the online
services. In order to guarantee the above mentioned,
agency houses the distance services unit, which
provides more than 40 different services on
distance and enables customers to receive these
services without leaving their homes. Services include
acquisition of passport, duplicate certificate of the
civil act registration, information card, booking of
the marriage date, place and etc. the services are
available for 24 hours a day, which provides an
additional comfort for citizens living abroad. While
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using the distance services, citizens can choose
the form for the ready document delivery: receiving
document via mail or through the authorized person.
Since 2015, distance services are available for
deaf and hard of hearing persons, who can receive
desired
services
with
sign
language
operator using the video communication channel.
Moreover, the agency services are integrated to
the unified citizen portal www.my.gov.ge - enabling
customers to receive different services online using
“one-stop shop” principle easily, comfortably and safely.

Community Centres

The concept of community centers aims to
increase the accessibility to quality public services for
rural population, developing opportunities to ensure
creating equal conditions and stimulate the civil
engagement on a local level. The concept itself
is based on the Georgia’s one stop shop service
delivery model of Public Service Halls, however,
community centers are tailored to the needs of the

rural population. Community Centers represent a
modern, multi-functional infrastructure, equipped with
the latest technology. Local population is enabled to
receive more than 200 public or private services
without leaving the village. At the same time, free
internet, computers, video conference equipment
and modern e-library are available to the local
community.
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Community Centres

Nowadays, there are more than 70 community
centers operating throughout Georgia and up
to 15 are under construction. Basing on the
concept of Community Centres, the project
“Public Libraries for Local Development” was
implemented in 2014-2016 with the initiative of Public
Service Development Agency and support of
International Research and Exchanges Board
(IREX). In the framework of the initiative, the
concept of Community Centre was readjusted to two
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municipal libraries, which were upgraded, equipped
with computers, internet and modern literature
publications. With the goal of increasing accessibility
to public and private services at the local level in
cooperation with the Liberty Bank “Express
Community Centers” were put into operation during
2015-2017. Express Community Centres delivered
public, as well as private services to more than 1000
remote villages across the
country.

Community Centres
Since 2013 PSDA regularly conducts customer
satisfaction surveys to explore the attitude of rural
population towards the Community Centres and the
services provided through them. According to 2019
survey results, 96% of customers are satisfied with
the received services, which is primarily caused by
the territorial proximity, fast and quality services.
Additionally, 98% of customers consider service
personnel to be competent and considerate.
The same number of customers think, that the
environment in community centres is pleasant and
comfortable.

During 2013 -2019 more than 1 130 000
services
have
been
delivered
through
Community Centres and 3140 events were hosted,
attended by more than 45 000 participants in total.
In 2018-2019, 12 delegations from different
countries visited community centers and were locally
acquainted with its concept and functionality.
It is especially noteworthy, that within the frames
of international cooperation, in 2019 the first
community center was opened in the Lazarevac
municipality of Serbia replicating on the model of
Georgian Community Centres.
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Innovations Laboratory – ServiceLab

ServiceLab is the first public sector innovation
laboratory in Georgia targeting the development of
public services and the public sector as a whole.
Transforming public services to meet the true
expectations of the citizens and create public

value is indisputably a challenge and a task, that the
PSDA has taken on by establishing the ServiceLab.
The Lab was founded in 2014 with the support of the
United Nations Development Programme (UNDP),
as part of the PSDA.

ServiceLab designs services in line with these principles:

The design should be user-centric and made by incorporating citizen feedback;
Final products should be user-friendly and intuitive;
Final beneficiaries should benefit from the services and products in a way that
will improve and simplify their lives.
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Innovations Laboratory – ServiceLab
ServiceLab is actively involved in an ongoing
Public Administration Reform, by leading the Service
Delivery component. Specifically ServiceLab is
responsible for the introduction of the unified
“Public Service Design, Delivery, Quality Assurance

and Costing policy” with respective standards and
guidelines.

ServiceLab collaborates with local governments
in order to ensure, that no one is left behind.
ServiceLab scaled its innovative methods from
the national level to the municipal level. In 2017,
ServiceLab was invited by Mayor’s Office of the
City of Rustavi to incubate the first innovation
hub inside the local government. Servicelab is
guided by clearly defined processes for the effective
management of innovative ideas. In order to mainstream

innovations in the public projects and services,
ServiceLab uses several methodologies. It works to
increase the capacity of Georgian public servants by
promoting an innovations culture across the
government and diffusing innovation through
knowledge sharing on innovative methodologies in
policy planning, service design and delivery. Design
thinking, Foresight, Behavioral Insights and Reverse
Engineering are the most frequently used methods.

Moreover, through its mandate to support the
diffusion of innovation across the government,
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Unified Migration Analytical System (UMAS)

With an aim to develop the migration
management system, State Commission on
Migration was established, which unifies and
coordinates the activities of all public, international or
non-governmental organizations working in the
field of migration. Taking into consideration an
innovative aspirations of corporate management,
secretariat of the commission was housed within the
Public Service Development Agency to ensure its
consistent
and
dynamic
development.
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In Cooperation with member entities of the
commission
and
respective
partners,
the
secretariat elaborated and is developing all necessary
management and analytical tools, including the
most important “Unified Migration Analytical
System”. System is based on the so-called “Big
Data” analytics – the latest technology in migration
management, which ensures collection and
processing of the data gathered from the entities
involved in migration management. Elaboration
of annual reports, regular updates of country’s
migration profile and statistics-based surveys in
the field of migration are positively reflected on the
development and improvement of migration
management processes within the country. The system
promotes effective migration policy making, through
the complete evidence based information processing.

Supporting Service Delivery Development for Other Entities

With an aim to support service development across the country, PSDA has implemented number of successful
projects. Consequently, different types of services become accessible for customers, which is positively reflected
on the implementation of the modern standards and the development of the country as a whole.

Ship Registration and Certification System of the
Maritime Transport Agency
In the framework of cooperation between the
Public Service Development Agency and the
Maritime Transport Agency of the Ministry of
Economy and Sustainable Development, various
innovative services were implemented. One of
them is the “Seafarers’ Electronic Documents
Management System”. With this system, completely
new, internationally recognized, affirmed by the
European
Commission
and
International

Mariners Organization (IMO) passports and
certificates are being issued for the Georgian
seafarers. As a result, Georgian seafarers have
an opportunity to be employed on the ships sailing
under the EU flag. Additionally, with the support of the
PSDA, maritime study and medical institutions were
integrated into the Maritime Document Management
and Printing System. As a result, It became possible
to:

Control the courses in the certified maritime training centers
Control training processes
Monitor the seafarers’ health certificates issued by the respective
medical institutions
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Supporting Service Delivery Development for Other Entities

Municipal Management System – MMS

To support the development of the local
self-governments, Public Service Development
Agency, with the support of the European Union,
developed a Municipal Management System.
MMS enables the local self-governments to deliver
quality services and supports the development of the
E-governance
on
the
local
level.
Implementation of the E-governance enables the
target municipalities to use the data stored in the
central government databases in the decision
making
process,
which
is
reflected in the improved service delivery.
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Optimization of the processes of the municipal
services, rapid and effective case-management
steps promote and ensure the high quality service
delivery to the citizens. Implementation of the electronic
governance improves the control of the service
delivery, decreases service provision time and
minimizes operational and mechanical flaws.
Nowadays MMS is implemented in 55 municipalities
and 31 Community Centres. System provides an
access to the public services such as social aid,
construction permit, approval of construction project
and etc.

Supporting Service Delivery Development for Other Entities

Electronic Accreditation
System for Diplomats

With the support of the Swedish International
Development Agency (SIDA), PSDA implemented
an Electronic Accreditation Program for the Ministry
of Foreign Affairs of Georgia. As a result, Georgia
became one of the first countries, where
diplomats can receive the accreditation electronically.
Moreover,
PSDA
elaborated
respective

databases,
implemented
electronic
case-management program and created cards
protected from falsification and with innovative design.
The new cards enable diplomats to not only
determine the identity of the person, but also
receive different services without presenting any extra
documentation, including, tax benefits aimed for
diplomats.
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www.sda.gov.ge
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