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Strong governance and planning are critical to addressing many of the mistakes that 
occur in ICT delivery. Ownership of the project by a senior non-ICT stakeholder from 
inception through to completion ensures a common understanding of scope and an 
ongoing alignment between business expectations and technology deliverables. 
Dismantling ICT projects into manageable, shorter term fragments can also reduce the 
risk of high cost failures from escalation of commitment. 

To better understand where ICT investment should be directed and planned for, 
agencies should have an Enterprise Architecture (EA). EA identifies the business 
processes that support an agencies mission and defines how technology directly 
enables those processes. This is essential to understanding which ICT delivery 
projects to embark upon. 

Most public sector organisations rely on third party providers to deliver ICT outcomes, 
with contractors representing 37% of the ICT workforce in Western Australia. With this 
in mind, contract management and vendor management skills within agencies are 
essential to actively ensuring agreed products are delivered. 

The emergence of cloud-based services has led to an industry-wide shift towards 
consuming ICT 'as a service'. That is, subscribing to an ICT vendor who is providing 
technology outputs, rather than investing in capital intensive assets that would 
traditionally be required on-site to deliver those outputs. This more flexible and agile 
approach to ICT delivery requires equally flexible procurement models that allow 
agencies to change service or provider as their requirements change and markets 
evolve. Current procurement models are focused on upfront commitment over lengthy 
contract terms can limit this agility and hinder opportunities to realise greater value. 

SuccessfuiiCT project delivery is difficult to disentangle from the broader success of an 
agency, as technology should better enable an agency to meet its strategic goals. An 
ICT project that is on time and on budget may not necessarily be successful if it does 
not complement a business process or objective. Similarly, a project that delivers 
significant public value at a greater cost and time than planned should not be seen as 
an abject failure. 

This submission emphasises the importance of agencies looking beyond the products 
of ICT, to identifying, understanding, executing and measuring the business benefits 
that directly result from those products. This is critical to both understanding the 
business rationale for a project commencing, and verifying whether or not it has been 
successful. 

Government ICT Solutions for Western Australia 

Key themes of national and international ICT reform agendas are summarised as 
follows. 
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- One-stop-shop 

Many governments around the world and in Australia are embracing the concept of a 
one-stop shop model for online service delivery. This model is intended to improve 
the customer experience while reducing cost by providing a single access point for 
government services and information . 

- Data Centre Rationalisation 

Most government agencies own and operate costly in-house data centres and server 
rooms, many of which are located within repurposed office space. This results in 
each agency bearing all associated support costs such as building maintenance, 
cooling, power and support staff independently. Data centre consolidation is a 
global trend that delivers benefits in terms of cost avoidance and risk reduction by 
co-locating these assets in purpose built facilities. 

- Cloud-based Services 

In a further step away from individual agencies owning and operating their own ICT 
infrastructure, cloud-based services allow government's software, platforms and 
infrastructure to be hosted by an external cloud provider and accessed securely via 
the internet. This allows agencies to reprioritise resources away from maintaining 
physical ICT systems and hardware to delivering core services, while reducing costs. 

- Network Consolidation 

Government operates a proliferation of vendor-supplied networks that are neither 
integrated nor negotiated from a whole-of-government perspective. By creating a 
common network, government can reduce costs, duplication and improve the 
connectivity of offices, particularly in regional areas. 

- Electronic Identity Management 

A significant barrier to the digitisation of government services lies in the ability of 
agencies to identify citizens electronically. Many of the manual processes that exist 
in government, such as applying for a passport, require paper forms and physical 
interactions to ensure an applicant is who they say they are. Implementing an 
electronic identity management at a whole of government level would enable 
significant improvements to Western Australian Government service delivery. 

- lnteroperability and Common Platforms 

The consolidation of ICT systems and processes and simplification of online 
interactions between citizens and government requires traditionally siloed agencies 
to communicate seamlessly through common platforms and interoperable systems. 

These concepts are further detailed within this submission and their relevance to the 
Western Australian public sector explained. 
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SECTION ONE - DELIVERY OF ICT 

1. What are the common problems witnessed in public sector delivery of ICT 
goods and services? 

Most ICT projects are delivered successfully however, there have been a number of 
high profile ICT project failures that were expensive, wasteful and did not meet the 
needs of the business. There are a number of commonalities that feature across 
these failed projects which have been identified below .. 

1.1. "Over Time and Over Budget" Project Delivery 

Perhaps the most visible manifestation of ICT goods and service delivery failures is 
the 'over time, over budget, under quality' ICT project failure headlines. There are 
many examples of these within Australia and around the world, such as: 

Myki Ticketing System (Victoria) 

Initiated in 2005, the Myki Ticketing System was a project to replace an existing 
ticketing system for Victoria's public transport system. Implementation was planned 
to take two years, and the ten-year contract was valued at $1 b. Implementation of 
the system took nine years and was $550m over budget. 

Department of Health Payroll (Queensland) 
The project to replace the Department of Health's payroll system was initially 
budgeted at $98m. However, a string of high profile failures and cost overruns 
resulted in the Queensland Health Payroll System costing the state $1.2b. 1Shared 
Services (Western Australia) 

The original business case for Human Resources and Payroll Shared Services in 
Western Australia projected that there would be $56.6m in annual savings. 
However, by 2011, $401 m in costs were incurred with no identified savings to 
government.2 The decommissioning of Shared Services in Western Australia also 
incurred a substantial cost. 

A common feature of these projects is a focus on 'big bang' project delivery and the 
deployment of key deliverables all at once. Over long periods of time, these 'big 

1 Queensland Health Payroll System Commission of Inquiry Report. Queensland Health Payroll 
System Commission of Inquiry, July 2013. 
2 Inquiry into the Benefits and Costs Associated with the Provision of Shared Corporate Services in 
the Public Sector, Economic Regu lation Authority, June 2011 . 
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bang' projects usually fail because of poor scope control and an under estimation of 
the effort and time required to complete the deliverables. 

A staged approach or pilot programs offer the opportunity to test compliance with 
business requirements before progressing to the next phase. Sometimes 
government sees this approach as prolonging the program and costly, but the results 
are the opposite. 

1.2. Lack of Governance and Oversight 

Strong and effective governance is critical to the success of ICT project management 
and service delivery. 3 Without it, projects can consume significant resources and not 
deliver the intended outcome. 

There is a vast difference between an organisational structure and a governance 
structure. Projects need a governance structure to ensure transparency, but more 
importantly, establish an effective decision making framework. Unfortunately, many 
Western Australian government agencies assume that their organisational structure 
reflects an appropriate project governance structure. 

An example was the Western Australian Department of Health's Identity Access 
Management (lAM) project (cancelled in October 2013) when it was identified that 
$6m of the $9.2m project budget had been spent, without achieving project 
deliverables. A report on this project by the Office of the Auditor General found that: 

• A suitable project governance structure was never established. 
• Governance requirements were documented but not implemented. 
• There was no appropriate business and stakeholder representation. 
• Critical risks and issues from a business perspective were not appropriately 

escalated and managed. 
• The CIO was the project sponsor thus there was no independent project 

oversight from the broader business. 
• Many of the personnel who were responsible for decision making were 

contracted personnel.4 

1.3. Lack of Ongoing Review 

Once ICT projects begin, there is often limited regular review to ensure there is 
continued business justification. Furthermore, once an ICT solution becomes part of 
everyday operations, the likelihood of a solution being reviewed for alternatives 
decreases. 

The lack of review of the procurement process itself has also resulted in government 
becoming reliant on large, traditional ICT vendors and service providers. There is 
limited innovation in the way agencies approach ICT procurement, or how they meet 
their ICT needs generally. 

3 Three Reasons Government Tech Projects Fail. Darryl Carlton, Gartner. Inc. July 2014. 
4 Information Svstems Audit Report - Identity Access Management Project, Office of the Auditor 
General , June 2014. 
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While there are notable examples of project failures that can be pointed to, there are 
also many ICT projects that are delivered on time, on budget and without comment. 
Part of the problem of ICT project delivery is that there is limited transparency as to 
their success or failures, and a limited opportunity for the sector to learn from what 
went well or went wrong. 

1.4. Technology Driven Outcomes 

Sometimes there is a misalignment between what the business requires and what 
the technology can deliver. Unfortunately the technology industry often overpromises 
what can be achieved within a timeframe of cost. This means that the business must 
define their requirements, expectations and scope before embarking on the project. 

Another common problem in ICT service delivery is that executives and agency 
business stakeholders do not take responsibility for ICT projects and operations. ICT 
personnel historically have a focus on delivering technology solutions rather than 
strategically aligned business-focussed solutions. 

1.5. Suboptimal Procurement Models 

In the delivery of ICT goods and services, most agencies buy independently of each 
other, despite commonality in purchases across government. Common Use 
Arrangements (CUA) sought to address this issue; however, they have not delivered 
the expected benefits. CUAs have a number of limitations that likely contribute to 
this: 

1. CUAs provide standing arrangements for agencies to purchase common ICT 
goods and services; however, contracted suppliers are not presented with an 
upfront volume commitment from government. Rather, contracts are made 
available to access as required , with 'maximum prices' quoted by suppliers 
and the ability for lower prices to be negotiated for each individual purchase. 
Generally, this leads to higher prices due to uncertainty. 

2. Agencies have the ability to 'group buy' under most CUAs; however, 
collaboration and coordination is limited and large volume purchases across 
businesses rarely occur. This results in higher prices than could otherwise be 
achieved if purchases were aggregated and buying power leveraged. 

3. CUAs tend to be inflexible and established for lengthy terms (generally five 
years). This is appropriate for stable, ongoing requirements such as 
stationery and utilities; however, are less suited to the dynamic ICT context. 
As technology trends change and new products and services emerge, CUAs 
are slow to respond. Additionally, pricing structures that were agreed some 
years prior no longer represent best value for money. 

4. Contracting models and supporting State Supply Commission policies do not 
allow the level of flexibility required to take advantage of more agile 'as a 
service' ICT delivery models whereby agencies can change suppliers without 
hindrance as new, better value alternatives arise. 
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2. What elements represent best practice in ICT delivery? ICT delivery 
includes: Project Planning, Contract Management, Project Management, 
Project Status Reporting and Reviews. 

2.1. Project Planning: 

Good project planning is foundational to projects that further an organisation's 
strategic goals on time and on budget. Key features of best practice are: 

• The ownership of the project by a senior non-ICT stakeholder from inception 
through to completion. This includes the creation of a governance structure 
that is appropriate to the project and the engagement of key stakeholders 
from within the business. 

• The scope of a project should be defined, realistic, and clear - but most 
importantly, developed and signed off by business representatives in 
collaboration with ICT professionals. Business needs should drive business 
solutions with an ICT component, rather than technological needs driving a 
technology solution. 

• Project planning should involve a project schedule that allocates resources 
and costs in an accurate and meaningful way, and identifies key 
dependencies and a critical path. 

• Where appropriate, agencies should make full use of the Gateway process. 
This can help to bridge gaps in agency skills and competency, and provides 
an independent, external and authoritative view of an ICT initiative. 

• Holistic 'buy vs. build' analysis, with a strong focus on utilising an "off the 
shelf" solution. In many situations, changing existing business processes is 
the best and most efficient solution to achieve the desired outcome, but is 
often overlooked since an ICT-based solution is seen as easier for the 
business. 

• Identifying interoperable solutions that not only solve today's problems, but 
also act as a platform to allow agencies to be responsive to unforseen future 
needs. 

• Deployment and tailoring of appropriate procurement models, not just 'one 
size fits all' application of a standard process. Consideration of innovative 
solutions to a business problem such as hackathons5 or crowdsourcing 
should be made. 

2.2. Enterprise Architecture 

The challenge with planning for investment in ICT systems is identifying which 
systems to invest in. This is a problem that Enterprise Architecture (EA) addresses. 
EA identifies the business processes that execute or support an agencies mission 
and defines how technology assets directly enable those processes. The purpose of 
EA is to optimise and transform the often fragmented processes, information 
systems and technologies into an efficient and integrated environment supportive of 
the execution of the business strategy. 

5 An event, typically lasting several days, in which a large number of people meet to engage in 
collaborative computer programming. GovHack is an example of a hackathon. 
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Enterprise architecture improves the alignment of ICT with agency mission, goals 
and objectives, which ultimately improves seNice delivery. It can also reduce cost of 
ownership from greater coordination and improve interoperability and information 
sharing. 

Public Sector adoption of Enterprise Architecture varies in its level of maturity within 
agencies. Some agencies have implemented comprehensive EA programs and are 
benefiting from being able to better align ICT capability to business objectives in a 
timely manner while others carry out EA in an ad-hoc project based manner. 

The adoption of EA at both a whole of government level and an agency level can 
lead to significant improvements in coordination and enhance ICT project outcomes. 

2.3. Alternative Procurement Models 

Traditional ICT procurement has been driven by the capital expenditure model, 
whereby agencies commit large sums of money upfront and take on the majority of 
the risk associated with leveraging the capabilities and capacity of that capital. 
Increasingly, the ICT industry is moving towards a consumption-based , operating 
expenditure model. This 'as a seNice' delivery model allows agencies to purchase 
technology outputs, rather than inputs, on an as needed basis and places agencies 
in a much more favourable position in terms of cost and risk. 

This new model, largely powered by the emergence of cloud computing (see 
Section 2, Part 1.3) is not well suited to traditional procurement methods with upfront 
commitments and lengthy contracts. Rather, alternative models are required that 
allow government to purchase commoditised seNices (such as data storage, 
networks etc) on an as needed basis, from the best value supplier in any given 
month. This can be achieved while maintaining competitive tension and 
demonstrating ongoing value is being derived from public expenditure. 

2.4. Contract Management 

Most public sector organisations rely on contractors to deliver ICT outcomes, and the 
Western Australian public sector is no exception. Contractors represent 
approximately 2.6% of the total publ ic sector workforce, but 37% of the ICT 
workforce.6 Without sufficient governance, the public sector runs the risk of 'allowing 
the fox to look after the henhouse. ' 

Vendor relationship management is an important, specialised skill. While a strong 
contract is an important part of a commercial relationship between two organisations, 
the interactions between the two organisations define the success or failure of a 
contract as much as the piece of paper that initiates it. 

Best practice in contract management ensures that agencies do not just administrate 
their contracts but actively manage their relationships with their vendors to achieve 
optimal outcomes. ICT contractors often provide significant seNices that underpin 
the abilities of an agency to conduct its daily business and provide seNices to the 
community. Therefore, good contract management involves identifying those 

6 CIO CounciiiCT Benchmarking Survey- Final Report 
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suppliers whose contract represents a strategic partnership, and managing them 
appropriately. 

Most public sector organisations rely on contractors to deliver ICT outcomes, and the 
Western Australian public sector is no exception.7 Good contract management 
practices are key to ensuring value for money is achieved in an outsourced ICT 
environment. 

Contract management should be shared across the sector by agencies that are 
utilising the same suppliers. Centralising major contracts for goods and services can 
assist in this. For example, the top 5% of ICT service providers win over 60% of ICT 
services contracts. 8 While there is some centralised contract administration, there is 
no centralised strategic relationship management with this small group of vendors. 
Good contract management involves identifying those suppliers whose contract 
represents a strategic partnership, and managing them appropriately. 

2.5. Project Management 

Best practice in project management requires strong governance and proper 
planning. Project management can take place within a number of different 
methodologies. Best practice involves using the appropriate methodology for the 
task and ensuring that the project resources have the skills and experience working 
within this methodology. Project management is a specialised discrete skill and 
should be recognised as such. Staff should have appropriate project management 
skills and should not just be ICT personnel. 

To ensure business outcomes and needs are being met and public value is being 
delivered, a business representative should be the project sponsor. This helps to 
ensure a focus well beyond the technological goals of a project. 

A common problem of ICT projects is that they attempt to address many different 
challenges at the same time through the delivery of complex, large scale 
deliverables. This encourages an escalation of commitment and increases risk. 
Breaking projects down into more manageable components can reduce this risk and 
ensure ongoing value is being derived from a project. This also introduces the 
opportunity to diversify contractors, reduce project timeframes and simplify project 
scopes. Agencies are also able to experiment with innovations that are limited to 
'failing fast and failing cheap.' 

2.6. Project Status Reporting and Reviews 

Established project management methodologies include mechanisms for internal 
project status reporting. The accurate and periodic reporting of project status to 
internal and external stakeholders allows project sponsors and other key 
stakeholders to make informed decisions about a project. Western Australia's GCIO 
will provide a link to Cabinet on the status of key projects, and work with agencies to 
optimise project outcomes. Beyond reporting the status of individual projects, it is 
also important to document the intended benefits of a project, and establish 

8 Spend data for CUA14008 -ICT Services, FY14/15. 
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measures to verify their realisation . Benefits Realisation is a critical element of 
successful program and project management. Technology is not the outcome in 
itself, but an enabler of improved service quality and efficiency. 

That is, working to ensure that the desired benefits established in a business case 
are being achieved . The Victorian Auditor General found that less than 25% of 
projects had a benefits realisation plan. 

Capturing lessons learned is also another important but overlooked element of ICT 
project delivery. Without capturing these lessons, and sharing them across the 
sector, governments will continue to repeat costly mistakes. 

In Western Australia, governance groups such as the Directors' General ICT Board 
and CIO Council have been established to increase transparency and create a 
culture of shared experiences and collaborative implementation in ICT delivery. 

3. How do we best measure or define success in ICT delivery? 

3.1. Defining Success 

Success in ICT delivery can be defined in a number of ways. At a basic functional 
level, success can be defined by quantifiable measures, such as having services that 
are available 99% of the time, or delivering ICT projects within 5% of their forecast 
budget and schedule. 

However, achieving these basic objectives does not necessarily indicate that the 
delivery of ICT has helped an agency successfully reach its goals. If a project is not 
strongly aligned with the strategic goals of an agency, delivering it on time and on 
budget may not indicate meaningful success. Likewise, maintaining the availability 
of an ICT service that is not well used, or delivers customer services poorly and 
inefficiently may only represent a successful exercise in futility. A focus on public 
value created and continual assessment of benefits delivered within the context of 
total cost of ownership is essential to understanding whether ICT projects are 
worthwhile investments. 

It is important to note that a holistic definition of successful ICT delivery is difficult to 
untangle from the broader success of an agency- the true success of ICT delivery 
is the success of the agency itself. ICT delivery is not the business of an agency, but 
simply a tool used to assist an agency in meeting its strategic goals in the most 
efficient manner possible. 

3.2. Measuring Success 

No single formula can be applied to measure the success of ICT delivery. Rather, 
the criteria used to determine whether a project has been successful should be 
linked to the nature of the project itself. Research and development projects may be 
prone to failure; however, failure doesn't mean they haven't been successful in 
testing an assumption and building understanding. Similarly, low cost shouldn't be 
the primary objective of a strategic ICT project that directly impacts on core service 
delivery. The challenge lies in understanding the nature of the project and 
measuring its success appropriately. 
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Key to measuring the success of programs and projects is Benefits Realisation. 
Benefits Realisation is the process of identifying, executing and measuring the 
business benefits that directly result from the outputs of an ICT of a project. 
Planning for benefits realisation and understanding what the intended benefits are 
prior to a project commencing is critical to understanding whether an ICT project has 
been successful. 

The public sector does not have a strong record in delivering ICT projects on time or 
on budget; however, it also does not have a standard for measuring and tracking its 
progress from a whole of government perspective. The establishment of the Office 
of the GCIO has provided WA Government agencies with a central source of 
expertise and strategic guidance on matters related to ICT delivery. The Office will 
provide oversight of key strategic projects and intervene to stabilise cost and 
optimise outcomes. A component of this oversight role will be a project dashboard to 
track the progress of key initiatives, supported by an annual benchmarking survey to 
gauge sector-wide progress. 

Having a central point for recording and managing agencies progress will create 
transparency and allow government to track and monitor the improvement in any 
actions it undertakes to improve outcomes. 

SECTION 2 - GOVERNMENT ICT SOLUTIONS FOR WESTERN AUSTRALIA 

ICT is increasingly recognised as a mechanism for enhancing government service 
delivery while reducing costs. Key themes of international and local ICT reform 
agendas are consolidation and simplification, and a move away from owner-operator 
models to consumption models. 

1.1 . "One Stop Shop" 

Many governments around the world are moving towards a One Stop Shop model 
for online service delivery. This enables citizens and customers to access 
information and service transactions through a single online access point. The One 
Stop Shop model for government service delivery can improve the customer 
experience and reduce costs by transforming traditional services using faster, more 
flexible, more responsive digital means.9 

In the United Kingdom, as part of its 2013 Digital Strategy, 24 ministerial 
departments and 331 government agencies and other public bodies have been 
merged into a single online government portal (www.gov.uk) at little to no cost, 
providing a common place to publish information and access services. South Korea, 
recognised as a leader in e-Government services by the United Nations, has also 
developed a 24/7 online portal service that provides a similar central access point for 
public services and information. 

A number of Australian jurisdictions have adopted similar approaches to online 
service delivery. New South Wales has combined the services provided by more 
than 200 agencies and 900 websites into a single Service NSW website 

9 http://www.pwc.eom.au/industry/governmenUassets/Transforming-the-Citizen-Experience-One-Stop
Shop-Feb12.pdf 
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(www.service.nsw.gov.au) on 1 July 2013. Queensland has also centralised more 
than 282 forms of service interactions to its government services website 
(www.qld.gov.au). 

Access to Western Australian government online services is currently via individual 
government agencies' websites. The Public Sector Commission maintains a 
"wa.gov.au" website, comprised of links to other agencies where transactions take 
place. Enhancing this website to be more user friendly, or moving towards 
centralising interactions in a single location has the potential to improve the utility of 
government online services and reduce costs. 

Implementing an online One Stop Shop strategy in Western Australia would require 
a clearly articulated vision and a high degree of collaboration and commitment 
across government agencies. 

1.2. Data Centre Rationalisation 

Traditional ICT service delivery models involve individual government agencies 
owning, operating and maintaining their own ICT data centres. Data Centres are the 
physical repositories of ICT hardware that store, manage, and disseminate an 
agency's data and information. This approach is inefficient as it involves investment 
in duplicated, high cost, physical assets that are routinely underutilised. 

In the United States, the Federal Government's data centre consolidation initiative is 
expected to save $3.3 billion by the end of 2015 by closing 3,800 data centres and 
consolidating over 150,000 square meters of storage space. This initiative 
commenced in 2010 with the objective of achieving cost savings, energy 
consumption reductions, optimal space utilization and improvements in ICT asset 
utilization. 

In New South Wales, the Government's Data Centre Reform Strategy aims to 
consolidate all NSW Government agencies' data centres and computer rooms into 
two modern, fit-for-purpose, government owned data centres. This approach will 
bring together 130 data centres by August 2017. In Canberra, the Department of 
Human Services is also moving to a privately operated data centre facility. This is 
expected to save $109 million over the forward estimates. This includes savings of 
$5 million per year in electricity alone. 

Data centre consolidation is currently being undertaken by a number of agencies in 
Western Australia; however, more could be done in this regard. Any effort to 
consolidate Western Australia's growing data centre requirements will require a high 
degree of collaboration between government agencies and a careful consideration of 
the options available. 

1.3. Cloud-based Services 

Cloud is a model whereby an organisation's software, platforms and infrastructure 
are hosted by an external cloud provider, and accessed securely via the internet. 
The adoption of cloud-based services is derived from the principle that owning and 
operating ICT infrastructure is not an element of core service delivery for most 
organisations, and as such, should be consumed as required from lower cost, 
specialist providers. 
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Cloud technology is well established in Australia; however, widespread adoption of 
cloud-based services has not yet occurred. Some Western Australian departments, 
such as the Department of Sport and Recreation, have migrated to cloud-based 
solutions for backups and telephony services. This avoided the need for $150,000 in 
capital expenditure, and allowed the agency to save $2000 per month on an ongoing 
basis. In Queensland, cloud is estimated to have saved between $17 million and 
$20 million per year. 

It is estimated that Western Australian Government agencies could save anywhere 
between 10-50% by moving to cloud-based services; however, a number of issues 
require careful consideration. These include the security of data, where data is 
stored and a detailed cost comparison between various alternatives. Additionally, it 
will be necessary for ICT personnel within agencies to be re-skilled from maintaining 
physical hardware, to managing contracts with third party providers . Policy direction 
and central guidance will be critical to ensuring agencies extract maximum value 
from these technology solutions. 

1.4. Network Consolidation 

Currently, the Western Australian public sector has achieved a limited common 
platform for agency network interconnectivity, known as the Government Campus 
Network (GCN). 

The use of GCN is discretionary for agencies, and most agencies still own and 
operate their own network. The GCN currently only serves 4.25%10 of the public 
service, which has resulted in a proliferation of vendor-supplied networks that are 
neither integrated nor negotiated from a whole-of-government perspective. By 
expanding this common network, government would be able to reduce costs, 
duplication and improve the connectivity of offices - particularly in regional areas. 

This network could also act as a common platform that may expand to include radio, 
mobile, data, voice and video services. Additionally, it could enable significant 
enhancements to public services as agencies would be better able to access the 
information they require rapidly from the shared network and collaborate and share 
that information without hindrance. 

1.5. Electronic Identity Management 

Identity management, or the electronic means by which citizens' identities are 
verified, represents a critical step in the move to online government service delivery. 
Many of the manual processes that exist in government, such as applying for a 
passport, require paper forms and physical interactions to ensure an applicant is who 
they say they are. Digitising this process is a key challenge facing many 
governments around the world. 

Estonia is recognised as one of the most digitally advanced countries in the world 
with e-government services. Central to Estonia's success in the delivery of 
electronic services is its e-ldentity system, whereby a national ID card embedded 
with encrypted files, can be used to verify identity from any electronic device. Over 

1° Considerations For GCN & ServiceNet: GCIO 
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90% of citizens currently hold the e-10 card, enabling digital signatures, electronic 
voting, accessing government databases and health services. These cards can be 
used in any system, public or private, where electronic identity verification is 
required . 

New Zealand has also made significant progress in the area of electronic identity 
management with the introduction of ReaiMe in 2013, a secure online identity 
verification service available to both the public and private sectors. This has made it 
possible for New Zealanders to renew their passports online, which has saved 
citizens $10 in fees per application and over $7 million in total. 

In Australia, the Commonwealth Government introduced a secure myGov online 
services gateway in 2013, allowing citizens to access a range of Government 
services (including Medicare, Centrelink and the Australian Taxation Office) with one 
username and password . By the end of 2014, over five million active users had 
signed up to myGov. 

In Western Australia, the Department of Transport's DOTDirect website provides 
citizens with the ability to securely login to access licensing information, check 
vehicle registration details or pay infringements. This service is limited to Transport 
customers, however, and no 'single source of truth' identity management mechanism 
currently exists for all Western Australian Government services. 

Implementing an electronic identity management at a whole of government would 
enable the digitisation of many manual services; however, extensive consultation 
would be required across government to establish the existing platforms in place and 
their interoperability with any new systems of identity verification. 

1.6. lnteroperability and Common Platforms 

Efforts to consolidate ICT systems and processes and simplify online interactions 
between citizens and government require traditionally siloed agencies to 
communicate seamlessly through common platforms and interoperable systems. 

As part of the United Kingdom's ICT Strategy, launched in 2011, compulsory 
standards were imposed, including the adoption of open source technology, to 
improve interoperability and security. Through the adoption of open sourcing and 
common standards, services have improved and over £500 million has been saved . 

In addition to these savings, the UK Government has also become more relevant to 
its citizens through the adoption of technology that is readily available in Western 
Australia. 
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