HELLENIC REPUBLIC

2nd Workshop of the project :
“Fraud Repression through Education 2 (FRED2)”
«MAPPING KNOWLEDGE IN THE FIGHT AGAINST FRAUD»
Venice, 19 February 2024

National Transparency Authority (NTA)
General Directorate of Integrity and Accountability

“A statistical approach to the Greek AFCOS CMS
(Complaint Management System)

Transforming innovation into knowledge”
Dimosthenis AVARKIOTIS, Konstantinos PAVLIKIANIS

Greek AFCOS Unit
N

ANTI-FRAUD COORDINATION SERVICE

NATIONAL TRANSPARENCY AUTHORITY _




Towards a Knowledge Map from Greek Complaint Management Systems (CMS)
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Why Complaints Matter

Citizen complaints offer valuable feedback
on public services
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Analyzing complaints helps identify
systemic issues and areas for improvement

Information provided (CMS) facilitate deeper
understanding of complaint patterns and trends
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TYPE OF COMPLAINTS
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THE 10 MOST COMMON COMPLAINT TOPICS
0 20 40 60 &80 100 120 140 160 180 200

Non-payment of allowance/salary/grant 173
Non-compliance with implementation conditions
Beneficiary selection process

Tender/award process (Public Procurement)
Recruitment process

Maladministration

Falsification of documents/False statements

Non-provision of services

Non-compliance with technical specifications

Rejection of business plan/project
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WHO INVASTIGATED THE COMPLAINTS?
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SUSPECT

Financial corrections:

26.948.302,70€
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SOCIAL/FINANCIAL IMPACT per FUND (%)
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THE 10 MOST COMMON COMPLAINT TOPICS (blue) /
FINANCIAL IMPACT (orange)
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Non-payment of allowance/salary/grant

Non-compliance with implementation conditions 20.62%

Beneficiary selection process

Tender/award process (Public Procurement) 48.24%
Recruitment process

Maladministration

Falsification of documents/False statements

Non-provision of services

Non-compliance with technical specifications 20.56%

Rejection of business plan/project
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Finding the turning points (1) —
Transforming information into knowledge

._Number of complaints to the Targeted Policies,
most common topic? methodologies

— Results?

Review of Policies, New manuals, procedures,
methodologies documentations, methodologies

Correction of defaults, systemic
errors

Knowledge maps
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Finding the turning points (2) —
Transforming information into knowledge

Identifying
priority areas
for public
service
improvement

Enhancing
transparency
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Evaluating the
effectiveness
of complaint
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Finding the turning points (3) —
Transforming information into knowledge
Towards a Knowledge map

INFORMATION POWERS FRAMEWORK

Creating an interactive and
user-friendly interface for
exploration and analysis.

Leveraging other existing
complaint management systems
in Greece as data sources.

Utilizing Natural
Language Processing \

to extract key Delve deeper into

information from citizen concerns and
complaints. advocate for positive

change

Al IN PROGRESS

Implementing
machine learning
algorithms to
identify patterns and
relationships

POLICIES

Creating Policies
through all
factors involved




Thank you for your attention

National Transparency Authority (NTA)
General Directorate of Integrity and
Accountability
207, Av. Pireos & Alkifronos 92
Athens, 11853

E-mail: gdgdalo@aead.gr

CONTACT
US

Dimosthenis AVARKIOTIS,
Konstantinos PAVLIKIANIS
Greek AFCOS Unit

E-mails: Dimosthenis.Avarkiotis@aead.qr
konstantinos.pavlikianis@aead.qr

Telephone: +30 2131310452,429
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