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Public administration has been experiencing in the last two decades a revolutionary process concerning its procedures and instruments. Part of this process has been due to the exceptional technological development of hardware and software products. It is quite common nowadays to find PA offices equipped with distributed systems composed by modern operating systems, computer networks and advanced software applications. This enormous change has required new skills and knowledge to PA employers and has shifted the way  PA services are conceived.

Nevertheless, after some years of practice, the success of the PA services based on IT technologies has produced new needs for providing even more advanced services and solutions.  A wide range of initiatives have taken the move, among others those related to e-government and e-governance.

One technology that has been attracting the research community is agent technology. Agent technology stems from a convergence of many disciplines from Artificial Intelligence to Software Engineering to Economical and Sociological sciences. It offers a pool of methodologies, techniques and tools for designing and implementing distributed systems, especially in the field of computer applications. A way to look at agent technology is as an extension to the object-oriented paradigm. Software Agents are defined as autonomous entities capable of showing goal-oriented behaviors. With respect to more traditional ways of looking at component-based systems, the agent way consider re-activeness and pro-activeness a key feature of agents' intelligence.

What is interesting from a scientific and practical perspective is the constitution of computer systems where a number of agents execute and interact. Such systems are called multi-agent systems (MASs). A MAS is composed by software agents, each with its own tasks and goals. In general, agents are not able to perform whatever task at hand, but they have to rely on other entities' capabilities to carry out their tasks. This introduces the issue of agent interaction, which happens through message exchanges.   Messages are composed using an Agent Communication Language, a language shared by all agent in the society, holding a well-defined semantics.

Some studies have shown how agent technology is suited for applications where agents are used as representatives of humans in their daily activities. Extending the origianl definition, agents are understood as general players (being them either humans or software components or some other entities), each acting on his/her interest or on behalf of some other player. The vision is that in some future, people will have their counterparts in a possible virtual world. Each person will be represented by a well-identified software agent, supporting the activities of the person and extending his/her presence to the virtual world.

Given this vision, we will discuss the possible new applications of agent technology and MASs to manage PA services based on this pervasive form of technology. In particular, we will sketch a scenario where the traditional areas of Citizen Relationship Management and Administrative Justice can undergo a change towards a connected world where virtual persons meet and interact. Software Engineer

