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e-government

+ User-centered
approach, but supply
driven

= One-way
communications
and service delivery

» ICT-enabled procedures,
but often analog in design

+ Sliced ICT development
and acquisition

« Greater
transparency

« Government as a
provider

Analog government

Digital
government

= Procedures that are
digital by design

+ User-driven public
services

« Government as a
platform (GaaF)

= Open by default
{co=creation)

= Data-driven public
sector

« Proactive
administration

GovTech

= Citizen-centric
public services
that are universally
accessible

= Whaole-of -
government
approach to digital
transformation

= Simple, efficient,
and transparent
government
systems

Role of IT

[ASIS ]

Information
Society

( IT = enabler

[ TO BE ]

Smart

Society

W - ( IT = platformw
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Process
Transformation
Rethinking how work gets done by

leveraging digital technologies to

streamline tasks and improve outcomes,

Business Model
Transformation

Revamping how value is created, delivered,

and captured in the digital age.

BEWH way a Bwa WO By oCAI-AE B

Ecosystem
Transformation

Creating a network of partners,
collaborators, and platforms that extend
beyond traditional business boundaries.

.
Domain
.
Transformation
Exploring and entering entirely new
industries or markets by using
technology to expand capabilities.

Cultural/Organizational
Transformation

Redefining mindsets, behaviors, and

Customer Experience
Transformation

Improving customer interactions by

structures to create a workforce ready to delivering personalized, seamless, and data-

adapt and evolve. driven experiences across digital channels.
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Digital Skills & Training -

Collaboration &
Communication

Technology

cYbersecu rity ................................ -
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Agile Methodologies

Customer-Centricity

_ Data-Driven
Decision-Making

- Infrastructure

- Integration

» Existence of a formulated digital strategy » Partnerships and eco-systems

» Documentation and communication of strategy = = Organisational agility
» Availability of sufficient resources

= Cross-functional collaboration
= Exploration and evaluation of = Corporate venturing (e.g. innovation
= m S Ce . new trends (strategic foresight) labs or digital factories)
» Flexible working arrangements

i
DIGITAL

TRANSFORMATION

(catomer] (i

= Hybrid client interaction channels

» Freedom to experiment / «fail forward culture»

» Customer insights/analytics » Strong commitment from management

Technology

« Customer experience = Strong digital leaders

= Exploitation of new
« Customer involvement in technologies
product development = Leveraging modem
architectures (cloud, APIs)
= Digitisation of core IT system/s
» IT Security
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Digital Civie
literacy skills engagement

Usage and

adoption Cultural norms
and trust
e DIgIta 3 . atio
Whole-of-Society Businesses
Physical
Ambition Approach Financial Digital Public infrastructure
services Infrastructure
atalys or DIgita D
Availability Accessibility Adoption Awareness Protection ﬁ Principles of &A’?
Digital Inclusion
. Economy Connectivity
Infrastructure Government Regulation Business People
Standards of
Connectivity Digital public Data standards and Technology Digital responsibility Inclusive AC:!“S
infrastructure services rotection adoption literacy skills Data  Universal digital Fostering  Payments enablers
! " I g ' ¥ exchange |access transformation RS
Innovation Funding and E-commerce Financing Culture
ecosystem procurement incentives Innovation
. Fair market . . ecosystem
Leadership and competition Corporate Social Digital wellbeing Protection of
coordination Responsibility human rights
Usage and
P Cybersecuri
Monitoring y ty n 5_“"‘”" . ownership
nvironmen . Identitficati Impl tati
Capabilities Ethical standards Cybersecurity @ e = e am:::ac;:
X d systems
Fair market M an
Sectoral Opportunlties competition Regulation Government
|_Healthcare | Environment | Climate & Energy Emerging o
Su 2 technologies
Digital Foundations cnees
Data exchange Digital legal identity Digital payments

and platforms

Data and privacy Leadershi
ership
and strategy

Open
government

Consumer protection

Human rights



ACCENTURE DIGITAL TRANSFORMATION FRAMEWORK

The 4Ds of digital transformation

Discover: Shape digital ambition, strategy Discover
and business case based on insights

Design: Reinvent and prototype new
capabilities and breakthrough journeys as
part of a program

Deliver: Activate an ecosystem to
rapidly deliver at scale De-Risk

De-risk: Structure the change

program, resources and commercial
model to reduce operational and )
financial risk Deliver

McKinsey&Company

FACTORY CONCEPT
(TO BE CUSTOMIZED/CLIENT)

— GO-TO-MARKET/OPERATING BUSINESS OFFERINGS —
[ MODEL STRATEGY l

Dol Ehay raghs

G T Mot sl EMD-TO-END SERVICE LIFECYCLE

. Industrialization .
Idaation Run & Oparate

Incubation

Data - Analytics = Cyborsecurity

CUSTOMERS
BUSINESS QUTCOMES

COGNIZANT DIGITAL TRANSFORMATION FRAMEWORK

Customer
Experience

Customer Understanding

= Aoalytcs based segmeniation
* Socially-informed knowledge

Top Line Growth

« Digitolly enhanced sefting
*Predidive marketing
 Streamlined customer processes

Customer Touchpoints

= Customer Service
# (rass-channel cberence
* Self senvice

* Unified Data & Processes
* Analytics Capability

Operational
Process

Process Digitization

 Performonte improvement
* New leatures

Worker Enablement

* Working anywhere onytime
* Brooder ond foster communication
* Community knowledge sharing

Performance Management

= Operotional Tronsporency
« Dato-driven decsion-moking

DIGITAL CAPABILITIES

* Business & IT Integration
* Solution Delivery

Business
Model

Digitally-Modified Business
= Produd/sarvcie cugmentotion

* Tronsitioning physical to digital

= Digital Wroppers.

New Digital Business

= Digitol Produds
« Reshoping Orgonizarioncl
Boundories

Digital Globalization

= Enterprise Integration
« Redikribution Dedsion Authority
« Shared Digtal Services

Capgemin® Digital Transformation Framework



Digital Transformation Capability Model
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Digital Strategy

Benefits

Action Plan

Objectives |

|Vi5ion & Goals |

Regulations & Compliance
Accountability & Coordination
Business-IT Coalition

Standards & Guidelines

Sharing & Inclusion

Value Delivery Partners
Consumers Providers |  Government Aggregators | | Investors
Digital Service Attributes
 Personalised Paperless Presenceless | | Proactive | | Perceptive | Pervasive |
Digital Architecture Domains
Performance | Business Data Application
Security Infrastructure | Integration Governance
Institutions and Citizen Insights Operations and
Adoption and Positioning Delivery
Leaders & Champions Value Fulfillment | Arch-Dev-Ops |

Risk Management

. Cross-Channel Coherence |

" Digital Rights & Transition |

Portfolio Management

Multi-Speed Delivery

| Digital Culture & Behaviours |

Operational Mastery

| SIUBLIBADE) wajshsodg
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Vission

Outcomes . l e S gmem i o . [ ==
it | e | o )
o Digital
Transformation
Content 3
Applications @ Inclusive and human-centered design of useful, relevent, and sustainable digital solutions-delivered via digital channels, oulmey
: devices, and business models that align with the needs, realities and aspirations of countries and communities Continuously
& Services e
building &
expanding
3 enablers to unlock
Non-functional enablers Technical enablers further digital
solutions for
Digital Public Infrastructure + progression toward
Data sustainable
IDs & civil : Signatures Discovery
G Funding. registries AL sharing & &consent & fulfilment development
overnance, o ; : " \ models outcomes
Enablers . ik Digital skills  financing Leadership
g lici & capacity models & & strategy Connectivity Balsiatare Cloud & high performance
ppolicies et rastrmttn: computer infrastructure
Security
v

1 Plan T Build List of componenets evolved with tech innovation andd national government priorities
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Ecosystems

Finance Security  Education Social Care Health Care Construction Agriculture  Utilities Mobility

Front Office BBs
B2G Integration MyGov Digital Wallet
ERP System Mobile App Portal Intemet Kiosk  Assistant Identities Authentication Digital Signature Authorization Bank Cards  Digital Money
Back Office Functional BBs

Digital Service Delivery

Registration & Profile Management Customers & Users Management Online Learning & Training

Regulatory Services

Forms & Procedures Design | Applications Capturing & Processing Payments & Refunds Inspections Management

Common Functions

Document Teams Data Project Stakeholders &  Content Legislation Research & Case Secure File Risk HR, Budget, &
Management Collaboration ~ Analysis Management Notifications Management Management Knowledge Management Sharing Management Accounting
Back Office Infrastructure BBs
Identity Payment No-Code Development IM  Registration GIS Workflow Messaging QR Code fE-Signature Adapters  Consent

E-Marketplace Single Sign-On (SSO) Data Warehouse Master Data Management (MDM) National Dashboards Scheduler

National Governmental Cloud

|| common [} Regulatory Services [JDigital Service Delivery ~ Customer  Individual Infrastructure
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DIGITAL TRANSFORMATION PYRAMID

Enter your sub headline here

Vision,
Mission » whv Corporate Layer Corporate Building Blocks Corporate Goals
Statemgnts
"Sustainability”
/ “Efficiency” 1. Define
“Innovation” Business busl’nes.s target &
BUS-InESS ber.VICE-S & Strategy Business s e
Business Objectives » When Model
[ New l | Optimized I l Retired I
Services Services Services
Digital Organization Oparation
g I:Jg Inside the Industry 4.0 T°W:;’ i
|'—'—| l—l—l I_I_| compan * Manufacturing mar
» Who Bty i » Supply chain Go-to- U 2. Achieve
Corporate * Logistics market business objectives
- AL - - AL I L A - Execution i through execution
" N Organization » Planning Product g
Business Process as a Service >
: e - Process Customer
More Flexible € » More Control
. . ags g How Tools
Digital Initiatives
Business Process Enterprise
[ New Customners, Channels ] | Optimization/Outsourcing I [ Metamorphosis l T Smart machines e

r ry Y + Robotic process Robot / cobot Chatbot 3. Ease
[ Data Monetization ] [ loT, Smart Devices ] [ Smart Workforce ] Enabling automation Additive APls business execution
Technologies (RPA) mianufacturing * Big data analytics through tech

+ Al & machine- |oT and Se * Digital channel {app., solutions

» What learning web, social net+media)
Digital

EA %z Cho{d *%i ¢y Cuwa * % eyw

Digital Platform

Big Data




(Deloitte)

Initial Digital

Inspiration Strategy
Definition Defining Digital
Vision, Strategy & .
- ’ Fi eas Digital
D'_Slt?“ Strategy
Maturity & KPI Enrichment
Baselining
Evaluat ¥

wid ¢Cozwé %z Cpo{u avy AEeéey 1 &At° £ wo C-RBAS 20 RMBA 6z
Digital Transformation
Roadmapping '

Project
Organizing Transformation
Roadmap
Development

Coi v 1A63 %0

Define Digital Target Define key requirements

Develop DMM Define Digital Vision and
Set Up project o Review Business strate, B
o Organization assessment schedule & Ambition Capability Map to achieve digital vision
Develop project o Perform Digital maturity o Develop Growth strategy e Develop Digital Focus ldemif‘./h i_gh level o Develop Digi_ta[
o management plan assessment areas & Strategic Organization chart Transformation Roadmap
initiatives P i
T Identify KPI's and Analyze Key DT Trends & : _ _ Design Digital Develop DT Project
e en Frol Baselini Use casesin the Indust Select Desirable & Viable Governance models .
governance structure aselining ! ustry DT Use cases
Develop Digital Maturity o o )
o Deliver Training course o Assessmantrapork Define Digital Value Drivers

o & . @ @) :

Project Digital Maturity & Inspiration Initial Digital Digital Strategy DT .
Organizing KPI Baselining Definition Strategy Enrichment Roadmapping

@ &6 0 6 © o

o | rwngy | Tocmooes | oveniws | cobws | b |
O'hMMIMI
i

Project management - - . .
pla; g Digital maturity report Growth strategy Digital Vision & strategy Digital capability map DT Roadmap =

. DITS & TM Forum B9 Company kPl review 2 Industry Trends & Selected DT use cases Level 3 Org chart Py DT Project Portfolio sy =
training DT use cases report dictionary definition m
. . Py i D' 't IG 139 Criteria GB997 Dj | Maturity Model Suf
Dlgltalvaluedrl\rers ) Digital Target capability 3 igital Governance m G‘;’;;,D',:’“a:"mmjwfm
map model (Document)
GB997A Digital Maturity Model
(Spreadsheet)
CzwcCy¢ ¥%v cwa | wE
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Digital _ Primary
E:g': rnment P gea! Commity, Interventions For
chitecture Process

o .
a SDG Implementation

2. Vision of the Future

[ Assessing Legal & Governance Frameworks ] Transformational L‘ead‘emhip Developing a Shared Vision of Sustainable
Collective Intelligence Development, a Comprehensive Mission
[ Assessing Attitudes, Beliefs & Capabilities

Statement & the Role of Digital Government
Situation Analysis Through Participatory Workshops

1. Context and Situation Analysis

ultistakeholder Visioning Workshops & Scenario Planni

Primary Tool To Be Used
M ng,

3. Digital Government Transformation
Strategy and Roadmap

Leadership & Changing Enabling Institutional, ' Mainstreaming Data Governance &
Mindsets at all Levels Legal & Regulatory Catalyzing E:rganizaﬂcn Systems Thinking & Data Driven Public
and Across all Sectors Frameworks | Culture & Design | Orchestration Sector

Mobilizing Resources &

Reinforcing Institutional

Capacities at all Levels Competency of Societies &

Collaborative Innovation

Access to Digital Technologies,
& Inclusion

Aligning Them with Future
Vision and 5DGs

4. Implementation

Open Ethics, Public Trust Outcome-Based
Communication & Legitimacy Budgeting

‘ ICT Infrastructure, Universal

Fostering Digital |

Course Correction and Prognosis

Ongoing Feedback and Diagnosis

System Coherence ||Platform Ecosystemns

| | Security & Privacy |

Transparent, Accountable and Inclusive Public Service Delivery for SDG Implementation
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Korea2013
c ~ Investments in the core components have the potential JSA|2020 Vision Rea I |Zat|0n Of W0r|d best
o @ to help government bodies become more: )
E Coordinated | Efficient | Resilient | Responsive | Accountable | Participatory government ClOUd SerVICe
--------- ENTERPRISE ARCHITECTURE HELPS
ORGANIZE THESE CORE COMPOMNENTS
- ® Gov. biz to cloud environment 50% transfer
iz =l
c . . . .
o g ; Ob]ECtIVE () Open source SW 40% adoption
e [020]
59 5%
v E‘ Management Delivery Engagement . T op cost 30% reduction
<] Systems and processes Platfarms te allow Platfarms for
(] related to managing stakeholders access stakeholders to
the daily work of ta government contribute to policies
government services and processes
..................................... Strategy
) Change Management Legislation, Policy, and Regulation
_“ ::£ Governance | Budget and @ Electronic 1Ds and signatures | Data governance,
staffing considerations | protection, and privacy | Cybersecurity | . . - = .Gnvernanue lu
c ﬂ @ Innovation-oriented Accountability and oversight mechanisms Fast & flexible DEINEW of : re the
-Q c processes and approaches | Agenda
" g Ownership | Data quality
B~
£ 0
E L “gfve Human Capacity T% Digital Infrastructure and Adoption
IT support | Workforee skills | Mobile and broadband connectivity and devices |
Legal | Digital literacy | T Citizen involvement and trust | Data awareness

Data oversight skills and consent | User experience & design

Contextual Considerations

Political processes & government institutions | Human rights |
Civil society | Digital economy | Digital society and governance

iz
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Enabler Axes

Number of

Digital Transformation Axes

New Business Models

S strategic actions: ' OPEN - - PRSI
= | ransparency an articipation an
2 [ 7l covr accountability collaboration ORI GRLA DY cHS TR
Data-Driven Economy E
D vy ¥ SMART Evidence-based Predictive analytics for Intensive use of data and
- ,OR GOVT decision making proactive services emerging technologies
o L
Connected Devices 5
= ‘/ EFFICIENT Administrative and doc. Shared services and Public records’
— g C/ GOVT management shared assets digitalisation
]
=
=

v ¥ WHOLE-OF Digital Government Platforms in
2Ok GovT Platform evolution strategic sectors el anieh

Universalised Regulatory
e-ID framework adequacy

11 RELIABLE Strengthen the
DIGITAL GOVT bl

Risk management

Digital Government and Citizenship and biz continuity

Network Infrastructure and Access
Education and Profissional Training

Research, Development and Innovation
Confidence in the Digital Environment

Number of
strategic actions:

[EY
o
[EY
(%))
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DIGITAL GOVERNMENT

TRANSFORMATION STRATEGY
2018 - 2022 PILLARS

INPUTS OUTPUTS

OPENNESS & ENGAGEMENT

o 88 O 5

Openness, En
gagement&  Data-Driven Privacy &
Transparency &
nclutiy Participation Culture Security

Governance Structure, Policies and System

ES

+

Recommendations

Strategic Direction

gt

Situational Analysis

National Government Portal

G2G, G2E, G2B, G2C

GOVERNANCE & COORDINATION

m ) & =

Leadership & Coherent Use of Organisational &
Political Digital Governance (termational
Commitment  Technology Frameworks bl

CAPACITIES TO SUPPORT IMPLEMENTATION

“Common - Sectoral Agency-Specific
Applications Applications Applications

Action Plan

Government Software

Common Platform Standards Registries

Jia

INFRASTRUCTURE

Outcomes

Best Practices
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Deepen public-private
cooperation

Link public and private
capacity to

enhance data openness and

usage value

Implementation Results

IMD World Digital
Competitiveness
Ranking 2020

Improved Analysis ‘@j Taiwan ranked

11" worldwide

Support cross-domain data
to improve the guality of
administration

.fl'
]

4

Innovative Use
of Technology

Link technology and data to
improve efficiency of
government services

 Serve the /

_ people

&

< &
vir 1

/

—

N
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20120 20

BASIC
PRINCIPLES

ENABLING
ECOSYSTEM

OPTIMIZATION OF
A SHARED SERVICES
AND CYBER

¢ Cu
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DATA-pRIVEM

(OECD, 2014y7)).
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Main-
idea

Internet of
Computers

Internet of Data

Internet of

Process

Internet of
Things

Internet of
Thought

value

Informative

Strategy
&
Leadershi
o Oneway Bidirectional One stop
SD|9|F3| Usekcentric Transactional
ervices Singlechannel multi-channel multi-channel
e IT-enables BPR
operation

Applications Interactive App

Data Closed Data OpenData  Openanydata ~ Bigdata ~  SmartData
Technolog SOA

Integration Silos Interactional

Citizen Passive reactive

oOuwi
OAAcnu

CV Y%cv 'y
CV ¥«vV

V %« Vv

v CY

Engagement

Gartner2017A 0 6
- 0A i


https://ncb.govmu.org/ncb/strategicplans/DigitalGovernmentTransformation.pdf
https://ncb.govmu.org/ncb/strategicplans/DigitalGovernmentTransformation.pdf
https://ncb.govmu.org/ncb/strategicplans/DigitalGovernmentTransformation.pdf
https://ncb.govmu.org/ncb/strategicplans/DigitalGovernmentTransformation.pdf
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(Whole of Government)
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