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The simple change of a code ... and trust is lost

B

...Sustainable change will only occur when trust is restored
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What the EU benchmark survey does & does not measure?
What are the overall EU & Swiss results?

What insights does the survey offer?

What it might mean for Switzerland?

What are other countries doing to make progress?

© 2006 Capgemini - All rights reserved
Swiss eGov Symposium, Bern, November 6" 2007



Infso
Benchmarking

Report

7

Good Pratices

CE v6.0

Setting
eGovernment
readiness
Structural
Landscape
Political
Politics Leadership
Society
Culture .
History Fmancg &
Contracting
Economy
Demo-
dleliies Capability
Devlpt

Availability
Quality Multr Back-Office
channel choic fulfilment
(frontoffice)
Proposition Technology
& Chann Approach

Digital TV/
Radio

Mobiledevices,

Call Centres

Offices

Architecture

Integration

Interoperability

eGEP

. CA
Take-Up Impact
& Adoption Public Value
Stakeholder Performance
Participation Mgmt
Citizens Economic
Businesses
Social
Employees
Democratic

Process
Change

Programme & Change Management

© 2006 Capgemini - All rights reserved
Swiss eGov Symposium, Bern, November 6" 2007




"% %&
Now in its 7th Measurement - consistent reference base (Lisbon i2010)
27+4 Countries — EU, plus Norway, Iceland, Turkey & Switzerland
14,000 Public Service providers - at national, regional, & local levels

Measuring
Sophistication - development across 5 levels of functionality
Fully On-line Availability - a ‘binary’ 100% : 0% (1/0) measure
User Centricity - a (new) composite indicator

National Portals - a gualitative assessment of consolidated services

20 Services - 12 citizen: 8 business
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Personalisation
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Services may reach full maturity at stages 4 or 5 I
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Citizen

Business ]

Income taxes

Job search

Social security benefits
Personal documents (passport)
Car registration

Application for building
permission

Declaration to the police
Public libraries

Birth & marriage certificates
Enrolment in higher education
Announcement of moving
Health-related services

Social contribution for employees
Corporate tax

VAT

Registration of a new company
Submission of statistical data
Customs declaration
Environment-related permits
Public procurement

Confirmed by the Member
State Reference Group as
a relevant &/or high impact
basket of public services
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What are the overall EU & Swiss results?
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Eros — messenger to the Gods

CE V6.0 © 2006 Capgemini - All rights reserved
Swiss eGov Symposium, Bern, November 6" 2007



1 %. 2 $%&

Switzerland

*21% Fully Available On-line (30t)

*60% Sophistication (cf EU Ave 75%) (26™)
*No services reach 5t |evel of sophistication

Austria IF; gg?r%zlge g Central vs. Federal
Malta structure tends to

: d .
consistent from 7th to 3' influence results &

leaders position ability to change
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Income Generating Services
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(Personal) Data Security:
» Services with legally binding e-ID.
100% Channel Choice: |
» possibility to access via e.g. phone, kiosk, mobile, DigiTV
90% s N
Accessibility:
80% -  stated compliance (text / logo) with international standards
70% Administrative Burden: _
500 * Nos. data fields requested for transactional services
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Switzerland: supply of online services 2007 - canto  nal perspective
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[ Sophistication I Full online availability Federal average =— Cantonal average
Note: 600 websites overall with ~400 at Cantonal level
The level of statistical accuracy obviously diminishes as one digs deeper into the data
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What insights does the survey offer?
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The consistent reference base does provide value for comparison
*  Online is also important: growing fast, convenient and cheap to operate

Need for ‘modernisation’ of the measurement system
 And plans in place with the EC do so, in context with other measures

Europe continues to make sound progress
However there is wide variance in results (50% Sophistctn.; 85% Avail.)
*  Leap-frog progress is also observed by some countries

Achieving ‘Take-up’ & ‘Impact’ (i.e. real value fromt  he web channel)
requires customer engagement

The eGovernment conversation is however entering a new e ra
Customer focus - a “Gov 2.0” ambition; personalised; inclusive
Embracing new technologies , and multiple access channels
More comprehensive - ‘front-to-back’ office & Multi-Agency architectures
* From‘e’Govto ‘t‘Gov - business ownership & a transformational agenda
 Evidence-based : a desire for measurable simplicity and betterment
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What it might mean for Switzerland?
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People live, work and visit multiple Cantons. Are se rvices
designed with the customer in mind, or Administration ?

How customer-centric are you and do you want to be; what does the term
really mean in the Swiss culture?

Is collaboration and sharing of knowledge & solution S across the
Cantonal structure optimal?

What Governance mechanisms would help improve matters?

Given the level of current performance, would it not mak e sense to
focus on some very pragmatic improvement plans — toge ther?

Select a set of services and drive improvement as a programme — that’'s
what those that ‘leap-frogged’ did — with clear and visible political and
professional leadership in order to be sustainable

Would more visible (and perhaps tailored) benchmarking ata
Swiss-specific level help drive improvement?
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Purpose
For policy setting, or action planning — or both

To promote ‘bench-learning’ between cantons; and/or planning for individual
cantons (or indeed city-regions)

Scope & Focus

Service Selection: benchmarking of specific services; comparison with other
nations or comparison between city-regions

Tailoring to suit Swiss strategic priorities and context — e.g. service basket;
validity of data (ie number of sites); qualitative vs quantitative

Socio-geographic: Canton, City, City-Region; dense / remote population areas
Assessment of Cantonal Portals, and link with local / national portals

Sustainability

One-off measurement or a sustainable comparable data set?
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What are other countries doing to make progress?
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Streamline operations

Service and process alignment within and___ across multiple agencies

Apply lean principles and full end-to-end chain thi nking

*One-stop-shop” service ethic

A ‘no wrong door’ to public services

Built around the customer and life-event

Channel optimisation

Recognising changing service and customer preferenc es

Migrating channels to optimise costs and customer e Xperience

Lisbon eGovernment Conference September 2007 — received insight
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Internal Efficiency ICT Architecture Web Services Channel Optimisation Customer Intelligence

Belgium, Aalter: customer service and lean process framework

Australia, CoL: federated Councils delivering improved ICT-enabled services
Germany, Media@ Komm Transfer: mobilising a network of eGov practitioners
UK, Home Office: criminal Justice Service Oriented Architecture (SOA) ‘Exchange’
Norway, MyPage: National personalised portal — EC prize-winning

Singapore: “City-Region” transformational excellence for both citizen; business; employee

UK Local Public Services
Tameside: Applied information intelligence to channel optimisation
Kent County Council: customer leadership & channel excellence

Services Canada: world-class, large country, customer-centricity & ICT governance
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Treat ‘e’Gov as ‘t'Gov a comprehensive Transforamtion programme with
appropriate levels of leadership
Understand what “customer-centricity” really means
Think customer themes and ‘life-events’, and build around that
Actively manage channel migration
Streamline business processes — from policy through to infrastructure

Embrace the next generation of “Mashable” Government —to develop a
flexible business & ICT architecture that can manag e information in the
‘cloud’

Get Customer-Centric Performance _ on the agenda to evidence the desired
outcomes
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