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Good morning and, first of all, thank you very much for enabling me to participate with you this morning. I could say it was a lovely return to sunny warm weather but I think you are just making me very aware of what I’m flying back home to this afternoon, so thank-you Victoria.

In particular what I was invited to come over here to talk to you about was – 

· the insights into what we have been doing over in the UK;

· our approach to eGovernment; and

· our broader initiatives of getting the UK online. 

I thought I would give you a very quick re-cap of what our goals are for transforming government through technology ‑ what we have in place today, what we have learnt and where we are heading in the future, and some of the challenges and some of the barriers that we hope we have addressed along the way. 

Can I stress at the outset for us in government, that wherever we are in the world, one of the great features that we have is that we share our information, our lessons, our best practices and also insights into our mistakes because the last thing we want to do is roll those out even further. It’s about an informed learning process. 

What is the office of the e-Envoy? It’s a central unit within the UK Cabinet office. That’s quite a large office of about five thousand people. It’s made up of a number of units, like Regulatory Impact Unit, our Performance and Innovation Unit and the traditional components of a cabinet office which is a little bit like the federal environment here in Australia. 

But our responsibility is to drive forward the three over-arching objectives of the UK online program. 

They are, first, to make the UK the best and safest environment for doing e-commerce by the end of this year. 

The second key one is to ensure that everyone who wants access to being online actually has it, and again a target of 2005. 

And the final one, but by no means the least, is to make all of our government services available electronically by 2005. So you can see we are not too different in terms of strategies from what other governments are doing in the online arena.

Our Government, the UK government, has structured programs around six key themes. This again is vitally important because it demonstrates that eGovernment is not just a single part of an agenda. It is a key component within an overall agenda. 

So the six themes are:

1. Modern Markets - and that is about getting the regulatory frameworks right.

2. Confident People - so our people have the skills, the ability and the willingness to actually interact online.

3. Successful Business - this is very much about growing business and the ability to do trading online and, in that regard, helping the UK to be the leader in this knowledge economy.

4. Getting Government Online - that’s really about making our government work for service users, for our citizens in the same way as the Minister for Innovation was just speaking about putting people at the centre. It’s a great challenge for government to think in those terms, because it spins us right around.

5. World-class Supply- that’s about closing the productivity gap. We benchmark against other governments particularly in the G7 environment. It’s a key element of our online initiative and our reform program to make the UK the best place for doing EC.

6. Leadership and Co-ordination- and that is one of our main roles in bringing it all together.

The OeE’s role, and the reason why we were established, is to work with other leaders within government ‑ at the central government level, with local government, with ministers, and with other colleagues to take this agenda forward. 

So I think you can see that what we do in eGovernment is not a standalone component at all but it is an integral element of our total program within the knowledge economy.

This morning I’d like to focus on the transforming government side. 

As I indicated the goals are really to get our services online. I’m familiar with the federal government program here in Australia as well as some of the State Government and Local Government programs. We too are working collectively across our two tiers of Government in the UK, so there are some clear similarities in approach and coverage. 

The target of getting services online by 2005. Targets are useful – they focus attention on the collaborative work that we all need to be doing to get our services online. But, importantly, they’re not just targets that are set out in isolation. What we are doing is reflecting the current Government’s key mandates ‑ in terms of improved public services over four key areas. This is critical to understanding and appreciating what the Government is aiming to do. 

Health, Transport, Education and Reduction in Crime are the 4 main areas where significant service improvements are being prioritised. That is not to say that a whole string of other activities and Government services are not being addressed, but these are the current Government’s priority service areas. 

And from my perspective it really isn’t enough just to have a target or a veneer front end. This is about the full transformation of Government and how Government is serving its people.

And I think the key element in taking this forward is reflected in the leadership that we get from the top and what sets the UK aside as one of the early entrants in this whole process in engaging strong support from the very top ‑ from the Prime Minister. 

Patricia Hewitt is our secretary of State for Trade, and our e-Minister . She is supported by Lord McDonald, our eGovernment Minister and also Douglas Alexander, the e-Commerce Minister. 

So those four senior leaders ensure that we drive forward and keep us, as civil servants, very focused on our deliverables, our outcomes. But that needs to be supported by other governance arrangements. We have put in place, over that last 12 months or so, key governance requirements, eg, a ministerial sub-committee for public service expenditure on “e” related initiatives, chaired by the Chief Secretary. Ministers attend the committee able to state their claim and to be accountable for what is happening in their areas of responsibility for e-enabling their service provision. Again I think it’s a very essential and unique part of the governance arrangements. 

All departments at the Central Government level and also at the Local Government Level have embarked on the online agenda. We work closely with our Local Government partners to take forward their e-enabling activities, as part of a broad national strategy. 

Progress to date. I understand that you have had your account yesterday of what you have achieved here in the State, and congratulations to you all because it is an outstanding performance and a great report card. We also do monitoring to make sure we keep attention, priority focus and energy attached to our agenda. 

But really this is as much about a cultural change, as it is about technology change. Yes, of course, we do use technology to enable us to move forward but it is the mind-set change, it is the willingness change and it is the issue about being willing to give up something to achieve something that’s even better. 

Our departments have been developing what we call e-business strategies. They’re e- business, not technology plans or not technology strategies, e-business strategies. We’ve had our second round of those and they outline what the departments and agencies are doing to take the online agenda forward. It’s about putting “E” at the centre of what we do - not the bolt-on. 

As I indicated we are moving now much more in terms of focusing on our priority service areas and the Government’s four key service delivery points. We’ve made good progress and you can go onto our website at any time and see what we do. We are addressing the issue of take –up as a key element. It’s not just a matter, though, of placing services online. We could do that day-in and day-out, but if our people (1) don’t want them, we have really achieved very little or (2) don’t have services and facilities to use them, again, we have achieved very little. What we need to do is show the transparency in terms of what we are doing and be held accountable for it.

We’ve got over 50% of our services already online, a lot of it at the initial information stage, in terms of the life cycle of services that the Minister was talking about this morning. 

Our departments and agencies have looked ahead and have indicated that they expect to have , about 74% of our services online by the end of 2002. However, I think it is important to reflect that even by 2005, we won’t be finished. No-one will be finished ‑ not even Victoria will have finished because government services continue to change. We need to continue to refine, we need to look at new opportunities to take it forward and, vitally, not every service is appropriate online anyway. I think that is a big lesson that we should take with us as we go forward. 

Supporting that, I think we also need to be aware of our citizens’ tolerance levels for putting all of these services online. Governments will not eliminate individual personalised service ‑ that human interaction will always remain. What we need to do is use our technologies to support the richness of that process overall. So take up and transactions I believe go hand in hand. You really can’t have one without the other and if you focus only on one, you’re missing out on some key components. 

The UK experience and the work that we have done is to understand our customers better, understand their needs and that’s been a long-standing component of our overall agenda. It is not something new – they are the principles on which we have been working for a long period of time.

Our departments are maturing in the ways in which they are implementing this agenda. They have developed their e-business strategy plans, and now they are extending these with delivery plans and the implementation plans. The OeE acts as facilitator, and we create the environment to ensure that departments and agencies have success.

From my perspective, in terms of our 2005 target and our overall agenda, if we just tick off that list of online services, then we have failed. I would challenge anyone who’s doing similar work to that same position. If we simply do that, we won’t have transformed government and we won’t have achieved the richness that we can for our society. That’s really what we, as either civil servants as we are called in the UK, or public servants as we are called in other places, are here to do.

Now moving on to some of the other key UK themes I thought that you might be interested in. Looking at our Government Gateway, some of our central infrastructure and demonstrating some of the value-add that we in the Office of the e-Envoy (OeE)can provide to our departments and agencies to help them take this program forward.

This is a collaborative development between our office and our other lead departments and agencies. Microsoft and other providers are the service providers ‑ hardware, software etc. 

We have developed our Gateway to support authenticated secure transactions between the Government side and our end-users whether they are individuals or business. That is about creating levels of trust and security in our service offerings online. So the Gateway is a routing engine and it’s been built on open standards. It’s not a proprietary product at all and I think it is clearly world-class.

We are happy to share information on what we are doing as we have done in other environments. We already have a range of transactions going through the Gateway from businesses right through to private individual. We are looking at being able to facilitate this as a single payment point. We are also looking at being able to create a two-way mail environment allowing core communication between our Government departments. We already have the GSI, the Government Secure Intranet, operating across our departments and agencies but we are looking at being able to take advantage of this and utilise our Gateway as well. 

Other things we are looking to include are being able to download pre-populated documents etc from our various departments’ programs for our client and business use. 

So the Gateway is one key feature and the other one of course is our Portal ‑ ukonline.gov.uk. Early this year we did a major enhancement, responding to the feedback that we have from users. We have enhanced our facility with better search, better navigation, better look and feel. Again a part of being able to mature, but mature in careful steps as we go forward.

We are moving from our life episode process, building on our existing platform to what we call “trigger events”. Because, while we do have life episodes and they’re important in bringing information and service together we know there are things that happen in an individual’s life that will cause change in direction and we need to be able to be more flexible to support that.

One of the other key elements, and that we are very proud of, is that we have earned from the Royal National Institute for the Blind accreditation for UK Online. It’s only one of four in the UK to be awarded the AA accreditation, and more recently it’s “See It Right” logo. And that’s very very important because it ensures that we don’t have any key part of our community excluded from being able to get information and access from that site.

Moving on to Local Government and I know that there are a lot of you here in the room from that community here in Victoria. In the UK, I have about 480 of these particular entities to deal with and that’s quite challenging. But they are the front door to a huge range of transactions and interactions with our clients, and very important. So while we do these things in the Centre, in my personal opinion, it’s in local government where you are going to see a direct response from our citizens and business to these types of improvement.

As I indicated, each of our local governments has prepared a Local e-Government statement.  First time round it has been a learning experience and there were some report cards that were a little like you used to get at school. X is making good progress but there is room for improvement, as there is across all of our work. But they’re coming together and trying to ensure that they have integrated joined up service for our citizens across the tiers of government ‑ getting away from any jurisdictional boundary process to get the transparency and seamlessness that we are all striving for. 

Funding - the additional funds have been made available to our central government departments and our local government ‑ about a £1 billion. £650 million to Central Government and £350 million to local government. 

With some of that money we have funded what we call Pathfinder Projects for our local government environment. These are particular projects that are looking at different ways of being able to do online services to our citizens which reflect community needs, different types of interfaces and channels. The benefit of this is to be able to have a partnership between our councils, our other public services and our private sector in doing these services online. 

The aim really is to be able, as close as we can, to produce generic products that would be suitable for other councils to pick up to help them to get going in a much easier way.

Some examples of the Pathfinder Projects are in customer relationship management, web interfaces and access, on e-procurement, on smart cards, and on digital TV. So it goes across a range of services and details on these are available from our website.

Moving on now to some of the other important work that we are doing on standards. I think you would be aware of our world leading interoperability building standards, e-GIF standards that we developed 18 months ago now and that is under constant review and enhancement as well.

That’s to ensure interoperability across our tiers of government. That was developed in full partnership with industry, so it’s not just a Government initiative but a collaborative project 

We’ve done very comprehensive guidelines and guidance material on websites. We are continuing work on a channels policy in understanding the technology that best suits particular service types, because not all channels are appropriate for all services.

Perhaps one of the other key areas that distinguishes the UK is our IDTV (Interactive Digital Television) and the way in which we will use that in conjunction with service providers to support our online service agenda.

Moving on to digital TV. As I indicated this is perhaps one of the most strategic areas that we will be addressing over the next 12 months or so. It’s not the sole plank, but a key one and we need to understand how best to utilise it with broad support across our community.

The UK has the largest digital take-up rates in the world. We have in excess of 5 million DTV subscribers already and the projections are that we will have nearly 40% of UK households with this by 2005. So you can appreciate why we are looking seriously at this and there is already a range of different initiatives underway, a lot of them at the local level, looking at how best to utilise it and to reflect community needs.

In terms of what is happening in this area - there’s work under way in Manchester focusing on workload management and control systems for maintenance services, just as an example for that environment. In Somerset, another part of the UK, there is work enabling quick and easy access to council and other local services as well. 

Similarly in Greater London, there are also pilots under way for DKTV for such things as health, education and local services. This is not just at local level but also trying to pull in national information as well. I think perhaps one of the key initiatives was the Department of Health’s pilot program launched in 2001 for services to support what we call “living health”. This was managed by surveying about 50 thousand homes, and it was to give access to national health systems to accredited online services. It was vital to be able just to understand how our citizens felt about receiving services that way and, as I understand from the health department, they’re a great success.

We also used DTV as part of a big marketing campaign that we undertook in the latter part of last year and earlier this year. The marketing campaign was for UK online which was covering not just the eGovernment component of government services but more broadly for all range of businesses online.

So – just to reiterate – we do share a lot of our information on standards development with Victoria and at the federal level in Australia. It’s part of the Memorandum of Understanding that was signed between the UK Government, Patricia Hewitt and Senator Richard Alston for the Australian Government.

If I turn quickly to another area which is eDemocracy. I know that’s something that many governments across the world are looking at as well. It’s important as part of the overall reform program of Government – not just about the “E” part of it but the broadening of our democracy.

So an exemplary eGovernment really needs to be able to address these elements and we’ve embarked on work over the last 12 months or so, supporting initial work that we did on our citizens’ portal and our citizens’ space, to understand what more we need to do to ensure that we have the greatest level of engagement by our citizens in the full democratic process of government.

And from the last election there was also concern by Government about the low turn-out rates and what more they needed to do to ensure that they were a meaningful entity to the population, to citizens. So this includes enabling citizens to be consulted online on Government policies as we develop them, not as a last point but during the early stages. It is giving citizens the space and opportunity to have a dialogue with Government and each other in these emerging policy areas or issues of common interest. And it is also being able to give our users the opportunity to vote electronically if that is what they want, in terms of, say, local elections and other ballot processes to be put in place.

 We have worked in consultation with other areas in the Cabinet office ‑ with our Centre for Management and Policy Studies, with our other key departments and agencies, with the Home Office, with the Department of Transport, Local Government, and the Regions who have responsibility for the democracy issues ‑ to ensure that we take forward a robust policy process.

We have structural arrangements in place. We have a ministerial committee established and led by Robin Cooke, the Leader of the House, and other Ministers as well. So it’s an involved and active program and it’s about trying to facilitate participation, making it easier for our citizens to be engaged.  But more importantly its about broadening that level of participation by encouraging involvement and strengthening the quality of it. It is making sure that those who have a voice don’t become the only voice and ensuring it is fully representative across our cultural mix.

We’ve already done some work on e-voting pilots. We have local elections happening in May this year and we have a range of different pilots underway to test the forms of technology and what our citizens want. They go from such things as e-voting using touch screen machines to e-counting. We are looking at phone, at DTV, at text messaging and just trying to understand what works best and why.

But I don’t think you will be surprised to hear that there have been some real sensitivities in all of this, such as authenticating the individual who is voting. But there are also challenges from elected members in being able to respond to the enquiries or commentaries in a well managed and responsive manner. - We have involved the Hansard Society as a key partner in our work on e-democracy. They have been working with us, particularly in helping inform us of what we need to do with our citizen portal and online citizen space which will be undergoing significant reform and enhancement as well. 

The OeE is also leading work in technical areas in developing an e-voting technical standard, in conjunction with other parties, and I’m pleased to see Australia is now a member of that group.

The work really is about being able to produce EML (Electronic Mark-up Language) into a series of XML schemas to support e-voting. This is to ensure that we have good quality processes in place at the earliest opportunity to support e-voting.

I hope many of you are familiar with the work that we are doing in broadband. The UK Government has seen this as a crucial component of ensuring that we have an effective environment for e-commerce, and to be a leader in this process, and at the forefront of efficient services and cost effective programs. 

We have quite a lot of broadband rollout but not as much as we want so there’s a great deal of collaborative effort under way with our supplier providers, to achieve widespread rollout across the country 

 The Government has undertaken considerable work with suppliers to ensure that a cost effective service offering is applied across the UK and recent announcements on significant cost reductions have been realised. Local loop unbundling of course is another key element. As prices drop, take-up and stimulation of demand are critically important to take this forward. The Office of e-Envoy has worked very closely with another key Central Government office, the Office for Government Commerce ‑ that’s the Governments procurement arm. They’ve been working with us to understand what the aggregated demand will be across the public sector for this service. That includes Central Government and other extensions like the National Health service through to local government. 

The Public Sector is a big user of services and a large procurer of them so we need to understand what our demand is likely to be and inform industry so that they can see where to invest and that we are real in terms of our demands in this area. 

The Government has worked very closely with the industry and we have a second broadband stakeholder group established already to take forward the Government’s recommendations for all of this. It is chaired by Keith Todd, former CEO of ICL in the UK and has strong cross-industry representation. I think I’ve given you a bit of a flavour of what we’ve been up to, what our progress is and what we’ve been targeting. But what were the lessons? Perhaps the following will be informative. Leadership is absolutely a key, and leadership from the top. You need to secure it and grow it.

1. New Governance models are absolutely essential. This is an entirely different agenda to just an online service process. It’s a transformation of government that requires new arrangements to be in place.

These new models need to be worked out carefully and they need to be as thin and non-bureaucratic as you can get them. That is extremely challenging.

2. Transformation is hard. If it was easy we would have done it before. It’s going to be demanding and can be too often distracted by other things, so you need to find ways to keep it right at the centre. 

3. Funding. While you hear me say that we’ve got considerable resources available for this agenda, a billion pounds is a very large amount of money, it’s not about throwing money at this agenda. It is about wise investment and being able to be clear about what that investment is securing and what the outcome is going to be. 

Our Central infrastructure, our portal, our gateway, the other work we’ve done on our knowledge network (the Government secure intranet and other initiatives) demonstrates very clearly the economies of scale benefits that can apply.

We are proposing further central-type initiatives. We have an approach for “build it once” and “use it many times”. That’s also the template for our architectural work as we go forward. 

Our services on the Portal and Gateway are moving much more toward self-selection and pre-population, again, hugely challenging. We have all of this information internally in Government across departments and agencies. We continue to ask for the same information time and time again. So why are we not actually taking leverage from that existing information and pre-populating our forms, our information requests etc so that the quality of service that we provide is better and easier for our users? 

We are continuing to design our services as citizen-centric. You heard me at the outset saying it has been the platform over the last four years and that will continue. But we will need to ensure that we are able to reflect the feedback that we get from our citizens on changes that we undertake, and that’s not just from the OeE. It’s from across all our departments and agencies and local government. 

4. Partners. Government can’t do any of this on its own. Government does not need to be the service delivery arm of all its services. There are intermediaries out there that we need to make greater use of and we are already doing that in the UK to a limited degree but it’s another key area of focus for the future.

Voluntary sectors have a key role to play. They perhaps have not been as engaged as we would have liked for a whole host of reasons. Some particularly because they actually don’t have any technology to support what they could do. So that’s another area of attention and focus to be able to ensure they are an inclusive part of what we do – that they are a key partner in what the Government does in going forward.

5. Trust. If our citizens and businesses don’t trust the way in which the Government puts services online, they won’t use them. So we have developed our e-trust charter, understanding better about privacy and security to support data sharing where that is possible and suitable.

6. Tolerance. It’s about our citizens and their tolerance for taking on our services, their services online. Not all of them are going to want them; not all of them are going to use them; not all of them will desire them. So how are you going to choose the ones that are appropriate, that are acceptable and continue and being able to grow those as well as support those who do not want services online? Again this is a key component in transforming government not just eGovernment. 

In that sense it’s really important to understand the issues of access, to manage the digital divide to ensure our agenda is socially inclusive, to understand the best fit of technology for the various client groups, address the take up issues and, overall, be citizen focused.

7. Content management. We’ve learnt a huge amount about this from our portal and from what we have had to do in terms of refining our content management practices and procedures. We have had to ensure that we add value to what it is our departments and agencies do on our behalf. I think this is as big a technology management issue as it is a data information management issue. Without clean, meaningful and quality content, you really don’t have much to offer of value.

8. The role of the Centre. Whether it be Multimedia Victoria, a local council, the office of the e-Envoy, or another National office ‑ make sure you understand what the value-add is that you are providing. 

We’ve had to continue to examine ours ‑ question it and make sure that we are doing the right level and type of facilitation. This means being able to bring our leaders with us, by being able to ensure and engender a process of ownership. The last thing you want is for someone to say ‘that belongs only to the Centre’s” ‑ because it’s not. It’s all of ours. You must have ownership across the board.

It’s going to require a great deal of energy, constant effort, some hardship along the way, and a very good dose of breaking down the traditional ways of doing things. Without that you haven’t achieved your transformation.

9. Skills. That’s not just the skills that you have in your own environment, but skills across the community ‑ their ability to use existing and new technology, and being comfortable in the transitional process as well. 

10. Best practice and sharing. That’s really why I’m here ‑ to give you the insights of what we do and to continue that across all of what we do in government, business, industry, our community. 

11. Time. Time is measured very differently in this economy. We no longer have the luxury of that one-hour turn around. I’m not quite sure what the tolerance level will be for some of our responses. It’s certainly not a day; it’s not a week; it’s not an hour. It’s going to be a mix. But we need to be much more responsive to the community, to our end users, our clients, our citizens, which challenges us to be highly accurate as well in that shorter time. 

12. And finally I think you must have a “can-do attitude”. You must have a willingness to try and change, to go out there and achieve success because you can, all of you can. 

So in conclusion, I think the transformation of Government is much more about a cultural change than it is about a technology change. We want to use technology to support it. We can’t have one without the other, but both must be managed very carefully and in an holistic manner - as I think that you have seen we try to do in the UK.

I hope I have given you a taste of what we do and what is coming forward. I congratulate you on all that you have done today and I look forward to seeing continued success from down under. 

Thank you very much. 

