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Section 1.Introduction

This ‘Interim Report’ is the second deliverable of the consulting services of ‘Report on
Design and Implementation of e-Government’. It is aimed to provide the study results of
existing e-Government-related work processes in selected foreign countries as the case
studies and in Thailand so as to understand the present work situations, problems, and
obstacles and to figure their possible solutions. The best practice benchmarking with those
selected cases in e-Government development around the world will be further analyzed to
learn from their effective e-Government implementation. Their successes and failures will be
used for further synthesizing proper improvement recommendations for Thailand’s cases in
the subsequent reports.

The report contains totally six sections, which are 1) Introduction; 2) Interoperability; 3)
Institutional Structures and Governance; 4) Innovation in Public Services; 5) Doing More
with Less for More; and 6) Other related tasks including the design of international study
visits and workshop arrangement.

Section 1: Introduction summarizes the project tasks/activities and results and also the
structure of this Interim Report.

Section 2: Interoperabilitpresents the study results on existing e-government services and
infrastructure in Thailand which has been done by desk research, interview, survey, web
access, and automatic search engine.. The study reveals the current status of e-government
online services and infrastructure in Thailand. The assessment has been done based on the
principles used in the United Nations e-Government Survey 2012 to allow us to learn its
development gaps and how to fulfill citizen-centric e-Services and online-service integration

or interoperability in the public services in Thailand. Another comparative study is also
reported to describe and compare how connected e-government services have been promoted
in many countries through national interoperability and policy frameworks. Thailand e-
Government interoperability framework, so called TH e-GIF, along with its actual
applications and lessons learn are also analyzed in this section.

Section 3: Institutional Structures and Governameports the e-government institutional
structures and governance available in the public sectors of other foreign countries around the
world and Thailand. It includes the descriptive roles and responsibilities of government
officials and some mechanisms for cross agency collaboration and coordination for effective
management and oversight of e-government programs and initiatives in those countries.

Section 4: Innovation in Public Servicegplores and presents the strategies and approaches
of fostering innovation in the delivery of public services in foreign countries. The study has
been made specially on how those countries pursue open government initiatives with a focus

Interim Report -Design and Implementation of e-Government Page 1
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on transparency and citizen participation and how they develop government business
applications using open source components and cloud-based infrastructure so that we learn
more how these developments help to structure an approach to embedding innovation in
public services.

Section 5: Doing More with Less for Mog@esents the strategies and implementation
concepts of radical re-engineering/reform and radical cost reduction in the use of and
investment in IT that have been best practiced in foreign countries. The study reveals that the
re-engineering/reform ideas for cost reduction are possible in many areas such as sourcing, e-
procurement, ICT data center consolidation especially with cloud computing platforms and e-
government integration.

Section 6: Other Related Taspsoposes details of alternative designs of international study
visit on e-government for Thai government officials for further consideration and
arrangement. The designs have been made through coordination with the representatives of
proposed organizations and by desk researches. The status of workshop arrangement is also
reported.

Interim Report -Design and Implementation of e-Government Page 2
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Section 2.Interoperability

2.1. Introduction

This section presents the current status of existing infrastructures related to information and
communication technology that supports e-government development, and the progress of
online public services in Thailand. The surveys have been made by the KU-INOVA
consultant team through desk research and search engines with reference to the
methodologies used in the United Nations e-Government Survey 2012. The team has
searched into around 1,200 web sites of 303 government units approximately (i.e. ministries,
departments, divisions, sections, units, and group of independent public agencies) to learn the
status of their online services provided to the public. As well, Thailand e-Government
Interoperability Framework is generally mentioned.

The report also presents the results of comparative analysis of e-government development
and e-government interoperability frameworks and models in foreign countries, including
their successful and difficult experiences. Those will help to understand concepts and ways
of effective implementation in a broader aspect to lay ground for proper recommendations to
be made for Thailand. Furthermore, there are some business cases of connected government
raised to show their capacity and advancement of online transactions provided for social and
economic benefits. They are especially the cases of e-government interoperability across
different government agencies such as the National Single Window system which facilitates
import and export processes by linking 36 government agencies and the Agriculture Disaster
Relief Information System collaboratively developed to connect 7 government agencies for
managing timely assistance for disaster victims.

The topics of governance model for ensuring interoperability and data sharing and the multi
channels for public access are described in the report.

2.2. Study of Existing E-Government Services and Infrastructure in Thailand by
KU-INOVA Consultant Team

The KU-INOVA consultant team has conducted the desk research and survey to learn the
status of existing e-government services and related information and communication
technology (ICT) infrastructures in Thaildndrhe survey has searched into around 1,200
web sites of 303 government units (i.e. ministries, departments, divisions, sections, units, and
group of independent public agencies) to learn the status of their online services provided to
the general public. The analysis was done with reference to the methodologies used in the
United Nations e-Government Survey 2012. The assessment of electronic information, e-

! Survey for data collection during January - March 2013
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forms, e-transactions and connected e-services available at the ministry levels, department
levels and any online-accessible administrative levels are performed.

2.2.1. Existing E-Government-Related Infrastructures

2.2.1.1. Government Information Network

In response to the priority policy of e-government interoperability, the Cabinet
designated the Ministry of Information and Communication Technology (MICT) to
establish the national information network for government, nan@dyernment
Information Network (GIN)in year 2005 for connecting all public administrative
agencies and for enhancing effectiveness of online communication and e-services in
the government sector. The objectives of GIN can be described as following:

1) To connect information of all government agencies and to support high
volume of government information

2) To support multi-media contents of e-government services

3) To deliver effective, secure, and reliable online services all over the
country

4) To upgrade the government internet gateways by allocating bandwidth
suitable for government use

5) To upgrade government data bandwidth for speedy information transfer

6) To save costs for hiring internet gateways being used in the government
sector

The operation of GIN since its first establishment is performed into three phases, as
follows:

e The first phase (2006 — 2007) was for setting up communication
equipments and networks to connect between ministries, departments, state
enterprises, independent public agencies, and courts in and outskirt
Bangkok for about 274 agencies in total. The 10 mbps (megabit per
second) bandwidth is assigned for the ministry level and 2 mbps
bandwidth for the department le€el

e The second phase (2007 — 2008) was about the setting up and expanding
communication equipments and network to connect 200 local
administrative agencies in 35 provinces with the bandwidth of 128 kbps
(kilobit per second)-2 mbps (megabit per secand)

e In the third phase (2008 — 2009) was to further extend communication
equipments and network to connect the rest of local administrative
agencies in 37 provinces with the bandwidth of 128 kbps — 2 ‘mbbis

2 http://www.mict.go.th/article_attach/traffic_flow.pdf
3 http://www.opdc.go.th/uploads/files/arrow.pdf
* Ibid
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makes GIN covering total 300 local administrative agencies all over the

country.
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Figure 2-1: Government Information Network Diagfam
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At present, GIN is responsible by the Electronic Government Agency (Public
Organization) (EGA) governed by MICT, to further develop and improve the
network operations for quality e-government services and interoperability according
to the MICT'’s policy.

In 2012, EGA has improved GIN based on GIN2.0 platform and IPv6 standard to
enhance its capability to support e-government interoperability for all public
administrative agencies with many more needed quantities of addresses of connected
equipments and access points. Furthermore, GIN2.0 can utilize several advanced
features such as the time stamps, single sign-on, advanced VDO conference services
and system center configuration manager (SCCM), which makes it enable
government data connection and interoperability. For example, as developed on
GIN2.0, the electronic civil registration system, hosted by the Department of Local
Administration under the Ministry of Interior, can share and exchange some important
data via GIN2.0 such as citizen identification number and citizen information for
other agencies (under the established agreement).

5 http://www.mict.go.th/article_attach/traffic_flow.pdf
® Ibid
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Moreover, EGA is also addressing collaboration with many agencies for development
of e-government interoperability systems. For example, it collaborates with the
Comptroller General's Department to develop the Government Fiscal Management
System (GFMIS) based on GIN2.0 to provide financial information services and real
time transfer of budget progress report from other government offices to the
Comptroller General’'s Department.

g
CAbf was
=i o pa
=i iy F EGA Call Center
-
) = \ Internet T
ameman Sarnere -
S~ commen —= Ceca:aje
Clewd s o SErvices I .,rh
sarvia Covdey ook |
i alue-added
o o) P\t EGA
= GIN 2.0 R
. L . Huseudy
S - fw':q
mamauinin nsNEsd

Figure 2-2: GIN2.0 Connectivity Diagram

For local administrative offices in the remote or rural areas not yet covered by GIN
can still be connected to the Internet through the local Internet Service Providers
(ISPs), however, maybe with less security and reliability than GIN.

Presently, all 20 ministries are already electronically connected through GIN. There
are also around 1,199 from 4,000 government offices (inclusive of all sub offices and
local administrative offices) that are connected online.

In the fiscal year 2012, EGA has provided new connectivity to other 850

administrative agencies in the capital and provincial areas. By the fiscal year 2013,
EGA is implementation more connectivity to local administrative agencies in district

areas. With the budget proposal by MICT, the next generation of network

infrastructure called Super GIN has already been recommended which is the
extensible and superhighway version of GIN with higher bandwidth covering more
agencies in the last-kilometer district areas.
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2.2.1.2. Cloud Computing Service for Government Agency

Electronic Government Agency (EGA) implemented Cloud Computing technology
for enabling government agencies to optimize available resources and achieve high
efficiency. By consolidating all services together to offer one-stop service,
redundancy will be eliminated while the access to information and services as well as
information security is enhanced. Users can still work on Cloud Computing-based
systems as if they were based on an organization’s own network. This enables an
organization to save cost on network or particular system management. This project
directly addressed the government’s policy item 23: To promote energy saving
through Cloud Computing development in the government sector, accelerate e-
government services and strengthening confidence in secured electronic transaction in
order to reduce time and travel expenses related to contacting a government agency.
The aim is to achieve the same level of success as the Revenue Department which
successfully implemented online tax submission system.

EGA implemented website for providing information related to Cloud Computing-
base service (http://cloud.ega.or.th/index.php) and arrange trainings for
representatives of interested organizations. At present, 33 organizations are using
Cloud computing service and the total number of Cloud Computing-based technology
is 58 and goal 80 systems in year 2015. Major systems include:

e Rice mortgage information monitoring and integration of the Prime
Minister’s Office Secretariat

e Women’'s Development Fund by the Prime Minister’s Office Secretariat

e Prime Minister Operation Center by the Prime Minister's Office
Secretariat

e Strategic Water Management Project monitoring system, for the Prime
Minister’'s Office Secretariat

e Rehabilitation of people affected by the unrest in the three southern border
provinces by the Southern Border Province Administration Center

e E-SAR by the Office of Public Sector Development Commission

e |T system management in disaster and crisis by the Department of Disaster
Prevention and Mitigation

e EduStore under the One Tablet per Child Project (OTPC)

e |ICT Care website http://www.ictcare.or.th
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Figure 2-3: Cloud Computing Initiative: Governance Model

2.2.2. E-Government Services in Thailand

This part is intended to present the status of e-government services in Thailand surveyed
by the consultant team during January-March 2013. The assessment of online services is
based on and comparable with the development levels of online public services classified
by the UN E-Government Survey 2012. The survey was conducted using search engine
into the web sites of government offices of all levels (from ministries to office units). The
findings reported in the most recent UN e-Government Survey Report are discussed here,
while our own online service assessment will be discussed in the following parts.

2.2.2.1. Thailand’s E-Government Services in the U.N. Survey

According to the U.N. E-Government Survey ReportZ0lhailand has been ranked

92 out of 193 countries around the world for its advancement of e-government
development, with the score of 0.5083 averaged from the three indices: Online service
index, Telecommunication index, and Human capital index.

Year Rank Index Online Telecommunication Human Total
Value Service Index Infrastructure Index Capital Index Countries
2012 92 0.5093 0.1699 0.0787 0.2606 193
2010 76 0.4653 0.1133 0.0576 0.2943 192
2008 64 0.5031 0.1683 0.0503 0.2843 192

Table 2-1: Thailand’s e-Government Development Index and Rankings (2008-2012) by U.N
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Mathematically, the e-Government Development Index (EGDI) of U.N. is a weighted
average of three normalized scores on the most important dimensions of e-
government. The below is how U.N. EGDI is calculated.

U.N. e-Government Development Index (EGDI) = (1/3 x Online Service Index) +
(1/3 x Telecommunication Infra. Index) +
(1/3 x Human Capital Index)

Each individual index= (Country’s Value — Min. Value) / (Max. Value — Min. VYalue

Considering the online service index, the UN e-Government Survey Report adopts an
assessment method to benchmark different progresses of e-government online
services by classifying this online service index into four development stages with
their meaning descriptions, as follows:

e Stage 1 - Emerging Information Services

Government websites provide information on public policy, governance, laws,
regulations, relevant documentation and types of government services provided. They
have links to ministries, departments and other branches of government. Citizens are
easily able to obtain information on what is new in the national government and
ministries and can follow links to archived information.

e Stage 2 - Enhanced Information Services

Government websites deliver enhanced one-way or simple two-way e-communication
between government and citizen, such as downloadable forms for government
services and applications. The sites have audio and video capabilities and are multi-
lingual, among others.

e Stage 3 — Transactional Services

Government websites engage in two-way communication with their citizens,
including requesting and receiving inputs on government policies, programs,
regulations, etc. The government websites are open for citizen interaction and
participation in online public services and transactions with government.

e Stage 4 - Connected Services

Government websites are proactive in communicating with their citizens, such as the
request for information and opinions from the citizens using Web 2.0 and other

interactive tools. E-services and e-solutions cut across the departments and ministries
in a seamless manner. Information, data and knowledge are transferred from

Interim Report -Design and Implementation of e-Government Page 9



Design and Implementation of e-Government Institute for Information Technology Innovation
Project of Institutional Capacity Building on Faculty of Engineering, Kasetsart University
ICT Policies in Thailand Bangkok, Thailand

government agencies through integrated applications. Governments have moved from
a government-centric to a citizen-centric approach, where e-services are targeted to
citizens through life cycle events and segmented groups to provide tailor-made
services.

The survey reported that the development of online services of Thailand at stage 1 is
fully achieved (100%). This implies all Thai government agencies have the web sites
with basic information services. The development stage 2 gets 55% for having the
government websites delivering enhanced one-way or simple two-way e-

communication between government and citizen. Stage 3 is 31% developed for
having the government websites that are open for citizen interaction and participation
in online public services and transactions with government. And stage 4 is 39%

developed for having proactive government websites in communicating with their

citizens.

It is evident that the development of online government services of Thailand at stage
2, 3 and 4 need improvements. The question is how to improve them. We see that the
online service index of the U.N. can provide us with some clues for improvement as
experienced by many countries. It needs to compare and conduct a gap analysis of the
current e-government services with the function and features suggested in the UN e-
Government report. A further detailed discussion will be followed in the subsequent
part.

The gap analysis based on the survey index will consequently suggest good
recommendations for further improvement of Thailand's online public services for
better ranking probably 10 levels higher. One possible way is that, for example, the
Cabinet establishes key performance indicators (KPI) and mandates all agencies to
achieve them in their development of online services. For example, in achieving
development stage 2, all government offices are mandated to put on their web sites
downloadable e-forms, audio and visual presentation of information, online contents
both in Thai and English languages, etc. It is forecasted that if those kinds of online
services are in place, Thailand’'s e-government ranking can be probably scrolled up to
no. 77 in the next assessment. As well, when looking into the telecommunication
index in 2012, it is relatively depressed since Thailand's ranking in this category is at
no. 103 while our neighboring countries are in the far better rankings (Malaysia no. 56
and Vietnam no.69). However, Thailand trends shall be hopefully improved with the
provision of high-bandwidth third generation mobile network (3G) in 2013, which
would result in a better online public services and rankings for Thailand.
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2.2.2.2. Study of Existing E-Government Services in Thailand by KU-INOVA
Consultant Team

A survey of e-government services in Thailand isdumted during the first quarter of

2013 by the KU-INOVA consultant team with reference to the methodologies used
for the UN e-Government Survey 2012. The survey explores into 1,200 web sites
approximately to learn about the online services of 303 government units in all 20
ministries ranging from the ministries, departments, divisions downward to section or
unit levels. The survey includes a group of several independent public agencies, state
enterprises, and other concerned agencies. However, it excludes public agencies at the
provincial and district areas. This is to learn the position of Thailand at present in term
of its development stage of e-government and online public services within the
timeframe of the project.

The survey is also based on the data of Thailand e-Government (-@&wed

from the web site survey by Electronic Government Agency (Public Organization)
(EGA). Those surveyed data include the basic information and services of public
organizations, together with data of inter-agency interoperability acquired from the
survey on data standardization for cross-agency interoperability in the project of
Thailand e-Government Interoperability Framework (TH e-GIF). The analysis of
those acquired data is further undertaken using search engines so as to learn the
development stage of existing e-government services provided by the government
sector. The survey and analysis on e-government services in Thailand done with 303
government units in total delivers the result as detailed below.

Methodology/Calculation
e Stage 1 - Emerging Information Services

Achieving the development stage 1, which is comparable to 100%, will earn the
weighted score of 7 (The full score of 100 equals to the full weighted score of 7 for
the development stage 1).

e Stage 2 - Enhanced Information Services

In achieving this development stage 2, the weighted score of 24 will be counted for
full development. For this project survey, the enhanced information services provided
by each government unit (from ministries to department and division levels) are
divided into four parts and scored individually. Those scores will be calculated to get
the average score of public service at the ministerial level. The 4 divided parts of
information services and their scores are as follows:

" Thailand e-Government (e-GOVttp://www.eqov.qo.th/
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a) Having downloadable forms is counted for 25%

Having audio and video capabilities is counted for 25%

Being multi-lingual website (Thai and English languages) is counted for
25%

Having interaction with citizen through one-way or two-way
communication (e.g. open forums, online notification, e-mail
correspondence , Q&A, social media,) is counted for 25%

e Stage 3 — Transactional Services

Achieving fully this development stage 3 will earn the weighted score of 30. For
Thailand’s survey, the project researchers have allocated the weighted scores of
transactional services into four parts as described below. The scores of all levels of
government agencies will be calculated to get the average score of transactional
services at the ministry level.

a)
b)
c)
d)

Having public opinion polls on a website is counted for 25%.

Having online application services on a website is counted for 25%.

Having fee payment service on a website is counted for 25%.

Having full-transaction services on a website (e.g. end-to-end process of
online application, tracking, and approval) is counted for 25%.

e Stage 4 - Connected Services

Achieving the development stage 4 will earn the weighted score of 39. The project
researchers have allocated the weighted scores of connected services of each
government unit into two parts as described below:

a)

b)

Having connected e-government services and data interoperability systems
for automated data interchange across agencies is counted for 50%.
Providing citizen-centric  services through integrated/connected

applications with less paper at one-stop service point is counted for 50%.

The below is the formula to mathematically calculate for the percentage of each
development stage in each individual ministry.

%stage,s.4)of Ministrya =

(%stage, 3 4)0f agency+ % stage s 4)0f agency+...+ % stage s 4)0f agency) /

Number agencies of Ministty
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The calculation for total e-services value in each individual ministry is based on the
following formula:

%Total E-Services Value of Minisity=

(Ystage x weighted score 7%) %ostage x 24%) +(%stage x 30%) +(%stage X
39%)

Results and Findings of E-Government Services Survey

The survey on e-government services in Thailand conducted during the first quarter of
2013 produces the results as shown below in Figure 2-4 and Table 2-2.
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Figure 2-5: E-Government Services Development in Thailand (January-March 2013)
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Development Stage (%)

Total

1 2 3 4 (%)

No. Government Agencies

Weighted score
7% 24% 30% 39% 100%
1 Office of the Prime Minister 100 74 18 20 38
2 Ministry of Defense 100 78 17 6 33
3 Ministry of Finance 100 87 37 27 49
4 Ministry of Foreign Affairs 100 52 6 12 26
5 Ministry of Tourism and Sports 100 92 38 8 44
6 Mlljr;]lqs;]yso;csu?ﬁg?l Development and 100 78 o5 6 36
7 Ministry of Agriculture and Cooperatives 100 82 35 18 44
8 Ministry of Transport 100 76 36 28 47
9 Mini_stry of Natural Resources and 100 78 35 15 42
Environment

- | W @ o om s
11  Ministry of Energy 100 86 33 22 46
12  Ministry of Commerce 100 85 50 38 57
13  Ministry of Interior 100 81 48 25 51
14  Ministry of Justice 100 75 27 29 45
15  Ministry of Labour 100 85 40 40 55
16  Ministry of Culture 100 78 33 6 38
17  Ministry of Science and Technology 100 88 30 17 44
18 Ministry of Education 100 80 27 23 43
19  Ministry of Public Health 100 90 43 40 57
20  Ministry of Industry 100 84 33 26 47
21 Independent Public Agencies 100 82 22 22 42
Average 100 82 33 22 45

Table 2-2: Results of E-Government Services Survey in Thailand (January-March 2013)
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e Stage 1- Emerging Information Services

The survey finds that all selected Thai government agencies provides online
information services such as policy, governance, laws, regulations and other
associated information. They have also web links for public access to websites of
other ministries and public agencies. People can reach both present and past
information. Thus, the development at stage 1 is fully scored 100%.

e Stage 2 — Enhanced Information Services

The survey reveals that the Thai government websites provide interactive e-
communication between government and citizens, assessed for the average
development score of 82%. The first top three agencies with their websites providing
enhanced information services are Ministry of Tourism and S(@2%), Ministry of

Public Health (90%) and Ministry of Information and Communication Technology
(89%) respectively. Meanwhile, the least score rstlie Ministry of Foreign Affairs
(52%). Maybe this is because the websites of some departments and divisions still
lack downloadable forms, audio and visual information, and other e-communication

channels to reach directly those offices.
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Figure 2-6: Development of Thailand e-Government Services at Stage 2
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e Stage 3 — Transactional Services

The development of Thailand’s e-government services at stage 3 is assessed at 33%.
The top developed agencies are Ministry of Information and Communication
Technology and Ministry of Commerce (50% equally), Ministry of Interior (48%),
and Ministry of Public Health (43%). The least is Ministry of Foreign Affairs (6%) of
which some offices have no transactional services due to their nature of work with not
much direct relation to citizens, such as the Department of Protocol and the
Department of International Organizations.
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Figure 2-7: Development of Thailand e-Government Services at Stage 3

e Stage 4 — Connected Services

The development of Thailand’s e-government services at stage 4 is assessed for 22%.
The most scored are Ministry of Labour and Ministry of Public Health (40% equally),
Ministry of Commerce (38%), and Ministry of Justice (29%) respectively. The
agencies with least score are Ministry of Defense, Ministry of Social Development
and Human Security, and Ministry of Culture (6% equally). The survey found that all
government agencies have already had at least one cross-agency interoperability
system in place. There are some on-going projects that are not taken in assessment.
However, it is quite evident that the overall public services are not citizen-centric yet.

It is becaussome government agencies implement their own interoperability systems
specifically applicable for their scope of work only.
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Figure 2-8: Development of Thailand e-Government Services at Stage 4

In summary

As shown in the above Table 2-2 Results of E-Government Services Survey in
Thailand (January-March 2013)the average score of e-government services
development of all government agencies is 45% (please refer to the number in the last
row and last column of the Table). This means the average of country’s advancement
of e-government development is quite modest. Among all 20 ministries and a group of
independent public agencies, there are 10 government agencies that can advance their
online service development above the average while the other 10 agencies and the
group of independent public agencies are below the average (Figure 2-9).
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Figure 2-9: Advancement of E-Government Services Development in Thailand in Average

The survey found that the websites of some public agencies contain only bilingual
topics and headings but the content is just in Thai language, and that the bilingual
websites are provided just by the department and divisions levels.

It is found that if the development stage 2 reaches the full extent of 100%, the ranking
could be improved possibly at least 10 levels (i.e. from the 92th up to 82th
approximately) for Thailand, however, with the case that development of other
countries is least. Meanwhile, the further improvement to leverage the other next
development stages, even to some certain levels below 100%, could definitely boost
up the rankings. For example, if the development stage 2 is fully achieved while the
development stage 3 could reach only 50 % of its full extent, the rankings could be
improved from the 92th (2012) up to thé"75

However, the survey has not yet addressed some issues such as easy-to-access
services, user convenience, and service tracking. So, when to exploit information
provided in the Annex A, it is suggested to explore more into the integrity,
completeness, and readiness of existing services not only for the benefits of
leveraging the ranking of Thailand in the global assessment but also for the advantage
of further development of effective and quality citizen-centric services.
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2.2.2.3. e-Government Portal

The e-Government Portal offers one-stop e-servicgecewhich can be accessed
through SMS and Web Portal, etc. The system also serves as an efficient tool for the
government to communicate with various government agencies, the business sector
and the general public. At the same time, it efficiently reduces the government’s e-
services costs related to person identification.

At present, there are 25 systems linked with the e-Government Portal to provide e-
services through the Single Sign-On system, such as:
e Disaster warning system by the Department of Disaster Prevention and
Mitigation
e Data system for rehabilitation of people affected by the unrest in the three
southern border provinces by the Southern Border Province
Administration Center
e Bankruptcy check system, the Legal Execution Department
e Sirindhorn National Medical Rehabilitation Center (SNMRC), Department
of Medicine

¥ Thailand

vEnmsuanloy
- - 0w

Figure 2-10: Thailand e-Government Portal
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2.2.3. Citizen Inclusion andE-Participation

Having people participation in e-government implementation helps to enhance
transparency of government operation. Through the use of ICT as a tool to facilitate
access to public information and promote interaction of people in public services, e-
participation is driven in alignment with the principle of “open government”, comprising

of transparency, collaboration, and citizen participation. It is aimed to build trust and
confidence for people and businesses to sustain e-government development with citizen-
centric and cross-agency interoperable systems. Citizen inclusion and e-participation
become the important policy and issue that call increasingly attention from countries
around the world. According to the UN e-Government Survey 2012, e-participation is
classified into 3 levels, which are:

1) E-Information - The government websites provide basic information, such as
government policy, laws, regulations, program implementation, and other related
services for people. To achieve the level of e-information, the following information
shall appear on the government websites, as guided by U.N.:

- Government Structure
- Policies and Programs
- Points of Contact

- Budget

- Laws and Regulations and Other Information of Public Interest
- Community Networks
- Blogs

- Web Forums

- Text Messages

- Newsgroups

- e-Malil Lists

2) E-Consultation — The government websites are open for citizen inputs such as
their opinions and suggestions towards e-government services through the tools such
as chat rooms, opinion polls, social media, newsgroups and other interactive tools to
support citizen inclusion and e-participation. To promote e-consultation, the public
websites should activate the followings, as per the U.N.’s guide:

- Online Polls

- Online Surveys or Feedback Forms
- Chat Rooms or Instant Messaging
- Web Access History

- ListServe or Newsgroup
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3) E-Decision Making— The government websites shall allow interaction
between people and government officials and are open for people engagement in the
process of policy and decision making through such channels as online voting or e-
petition. The suggested tools are, for example:

- Online Discussion Forums

- Archive of Past Discussion Forums

- Government Officials Respond to Citizen Input
- Government Officials Moderate e-Consultations
- Online Petitions

- Online Voting

- Real-Time Delphi Survey (online questionnaire)

4) E-Decision Making— The government websites shall allow interaction
between people and government officials and are open for people engagement in the
process of policy and decision making through such channels as online voting or e-
petition. The suggested tools are, for example:

- Online Discussion Forums

- Archive of Past Discussion Forums

- Government Officials Respond to Citizen Input
- Government Officials Moderate e-Consultations

The U.N. e-Government Survey 2012 assessed the performance of countries around the
world in citizen inclusion and e-participation and ranked Thailand tfeo of 193
countrie§, with the index value of 0.3158 for this. The below Table shows the past year
records of Thailand’s rankings in e-participation development.

Year Rank Index Value Countries
2012 48 0.3158 193
2010 110 0.0857 192
2008 41 0.2955 192
2005 28 0.2540 191
2004 25 0.2131 191
2003 31 0.1030 191

Table 2-3: Thailand’s E-Participation Rankings during 2003-2012 by U.N.

To find how citizen inclusion/e- participation activities are performed in Thailand, the
KU-INOVA consultant team has explored the web sites of 20 ministries during January-
April 2013 and found the implementation of e-participation by Thai government agencies
based on the U.N.’s three levels of e-participation as follows:

8 http://unpani.un.org/intradoc/groups/public/documents/un/unpan048065.pdf
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1. E-Information : The government websites contains these information:

Government  structure; policies & programs; points of contact;
laws/regulations/other information of public interest; community networks; blogs;
web forums; newsgroup; and e-mail lists.

feature/activity
Text Messages  N/A
Blogs & Web Forums &Newsgroups [N -1
Community Networks [ NN 5©
Laws and Regulations and Other " Boo

Information of Public Interest

Budget NA
Points of Contact & e-Mail Lists [ NG <9
Policies and Programs [ oo
Government Structure oo

0 10 20 30 40 350 60 70 80 90 100

Percent of Government Agencies

Figure 2-11: E-Information Activities/Tools to Enhance E-Participation in Thailand
(January-April 2013)

2. E-Consultation: The government websites activate the followings: Online polls;
online surveys or feedback forms; chat rooms/instant messaging/blogs

feature/activity

Other interactive tools | N/A

Chat Rooms or Instant Messaging & — 61
weblogs

Listservs or Newsgroup  N/A

Online Polls & Online Surveys or _ 49
Feedback Forms
0 20 40 60 30 100

Percent of Government Agencies

Figure 2-12: E-Consultation Activities/Tools to Enhance E-Participation in Thailand
(January-April2013)
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3. E-Decision Making: The government websites use these tools for people
engagement in decision making processes: Government officials respond to
citizen Input & online petition.

feature/activity
Real-Time Delpli Survey (online questionnaire) | N/A

Online Voting | N/A

Online Petitions | 90

Goverunent Officials Moderate e-Consultations = N/A

Government Officials Respond to Citizen Input | 45

Arcluve of Past Discussion Forums | N/A
Online Discussion Forums — N/A

0 10 20 30 40 50 60 70 S0 o) 100

Percent of Government Agencies

Figure 2-13: E-Decision Making Activities/Tools to Enhance E-Participation in Thailand
(January-Apri2013)

The Thai Government has adopted citizen inclusion/e-participation as a key in providing
citizen-centric service and tried to find ways for improvement to the maximal level. To
promote e-participation in Thailand, Electronic Government Agency (EGA) and
GotoKnow (the online community network of members from government sector, public
health sector and civic sector) has jointly run the project called “EGA asks for
knowledge”to promote e-participation for further developmehteegovernment. The

past project activity related to e-government development was the discussion and
exchange of knowledge on issues of dream ID card, government websites, technological
problems and solutions, and e-Trust.

2.3.  Thailand’s Business Cases of Interoperability

This part presents the cases of e-government interoperability among Thai public agencies,
considered as an essential strategy to enhance the integration, effectiveness, and transparency
of e-government services.

® http://www.gotoknow.org/
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2.3.1. Thailand National Single Window (TH-NSW)

The development of Thailand National Single Window involves 36 public authorities to
collaborate under the signed Agreement in connecting their IT systems to enable e-
document exchange online. The TH-NSW is aimed to facilitate trade transaction and
streamline import and export processes of the country. At present, there are 11
government agencies that can exchange electronic certificates and permits among
themselves while the others are developing their internal systems to enable cross-agency
interoperability for better trade in the long run. For example, in 2007 MICT had allocated
the budget for 15 public agencies to develop their IT systems for interoperability of G2G
services and NSW.

Government agencies and trading communities have gained significant benefits from
participating in the TH-NSW service since 2008, as illustrated in the below Tables. It is
estimated that logistics cost savings from the implementation of the TH-NSW may reach
US$ 1.5 billion annualfy.

Customs Clearance Before 1998 1998 - 2007 2008 — 2011
Customs intervention 6-8 steps 2-4 steps 0 step (green_ line)
1 step (red line)
. . i , 0 copy (green line)
Document requirement 5 copies 1-3 copies 1 copy (red line)
L 0 hour (green line)
- 1 -
Intervention time 3-10 days /2 - 1 day 0.5-1 hour (red line)
Turnarognd time (per 3-10 days 10- 30 minutes 95% < 5 minutes
declaration)

Table 2-4: Improvement of Cargo Clearance through TH-NSW

Trading across border 2007 2008 2009 2010 2011
Export
No. of Documents to Export (number) 9 7 4 4 4
Time to Export (days) 24 17 14 14 14
Cost to Export (US$ per container) 848 615 625 625 625
Import
No. of Documents to Import (number) 12 9 3 3 3
Time to Import (days) 22 14 13 13 13
Cost to Import (US$ per container) 1042 78 795 795 795

Table 2-5: Improvement of Trade Efficiency through TH-NSW

10 hitp:/iww.unescap.org/tid/unnext/pub/brief8.pdf
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2.3.2. Agriculture Disaster Relief Information System (Aggie DRIS)

Agriculture Disaster Relief Information System (Aggie DRIS) is the interoperability
system collaboratively developed and implemented among 7 public agencies: the Office
of Permanent Secretary of Ministry of Agriculture and Cooperatives; Department of
Agricultural Promotion; Department of Livestock Development; Department of Fisheries;
Department of Cooperative Promotion; Office of the Rubber Replanting Aid Fund; and
Bank for Agriculture and Agricultural Cooperatives, for handling timely assistance to be
directly delivered to agricultures/farmers who suffer from natural disaster. The Aggie
DRIS will manage to streamline the process of application to receive financial assistance
from the government.

In the traditional system, suffering farmers have to apply for government assistance at the
offices where their mandates fit to provide help each individually one at a time. For
example, the agricultural farmers encountered the suffering from flooding are necessitated
to submit the request for financial assistance at the district offices of Agriculture
Promotion Department. But if those agricultural farmers also do livestock farming and
they unfortunately suffer from the loss of their animals in the disaster, as well, the victim
farmers need to apply for help again at the local offices of the Department of Livestock
Development separately. These processes take time and cost of farmers for paying
several physical visits to government offices and for filling necessary forms repeatedly. It
takes time of governmeiaifficials also for checking information submitted byamber

of suffering farmers. Moreover, the officials cannot monitor thoroughly to learn if there
is duplication of provided assistance.

The Aggie DRIS is developed to enable data interoperability of those 7 public agencies.
Victim farmers can submit the requests once to seek for all applicable public assistance.
The database of registered farmers in different agencies are connected electronically and
can be mutually used by different offices for online check of data integrity and
correctness, such as data check of farmers’ registration, residential areas, bank account
status for money transfer, so that the officials will process assistance for farmers more
effectively in a transparent and appropriate manner.
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Figure 2-14: Function of Aggie DRIS

The benefits of Aggie DRIS could be briefly described as follows:

e It helps suffering farmers to receive assistance more speedily and precisely.

e It enables, for the first time, the data interoperability of “Farmers Registers” of
3 government authorities, which are Department of Agricultural Promotion
(for agriculture farmers), Department of Livestock Development (for livestock
farmers), and Department of Fisheries (for fishermen), and activates
automated data interchange and data search.

e |t provides real-time information and report of operations in both local level
(individual farmer, villages, districts, provinces) and central/country level
(ministry and prime minister’'s war room/operation center).

e The system is further improved by adding map coordinates data to illustrate
clearly harvesting and farming areas and other related information useful for
disaster management.

2.3.3. e-Saraban/e-Document

e-Saraban or e-Document is the government information and document exchange system
that has been developed in response to the strategic agenda of smart government
development and Thailand e-Government Interoperability Framework (TH eGIF) for the
benefits of time and cost reduction. At present, there approximately 26 government
agencies involved in e-Sarabun/e-Document system implementation.
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Figure 2-15: System Architecture of e-Saraban.

Later, Electronic Government Agency (EGA) of MICT has developed further to operate e-
Saraban interoperability among government agencies to achieve cross-platform

interconnectiol with the aim to save operational cost and tifffee components to fulfill e-
Saraban interoperability are:

e GIN (Government Information Network) - communication network for all
public administrative agencies to exchange information and official document
across agencies through e-Saraban systems

e e CMS (Electronic Correspondence Management System) — Web services that
manage the process of document and information interchange based on the
established data standards for interoperability and technology neutral principle

e XML Schema? - used fordescribing and expressing constraints about XML
documents to be used for e-Saraban interoperability, based on TH-eGIF

Y http://saraban.ega.or.th/ecms/
12 XML Schema is a language for expressing constraints about XML documents.
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Figure 2-16: Electronic Correspondence Management System (e-CMS)

e-Saraban interoperability is enabled by e-CMS. e-CMS captures metadata relating to
internally and externally generated agency correspondence; draft responses (including
versions); scanned (.pdf) copies of incoming correspondence, outgoing responses and
final documents; and electronic versions of supporting documents. The application also
captures information relating to workflows, including which agency employees created,
modified, reviewed, or concurred on the documents in the application and when they did
it. The system is available for use agency-wide. Documents are either scanned or keyed
into the system and routed through the review and approval process. The system has
predefined templates for responses and can import documents from other databases. After
signature, the final signed document is scanned into the system.

2.3.4. National Research Indexing Hub

The National Research Indexing Hub is an activity under the National Research DataBase
(NRDB) project, having been supported by National Research Council of Thailand. It is
aimed to collect and classify all research work in Thailand for easy access and
development of information system for public use. National Research Council of
Thailand serves as a secretariat to promote the integration of national research
information to enhance research data interoperability across agencies in accordance with
TH-eGIF strategic agenda and public opinions on research system reform.
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Presently, there are 50 databases from 37 agencies enabled for research data
interoperability® activated by using 65 standardized data*$etss is available for public
use at http://www.vijai.net/search.jsp.
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Figure 2-17: Research Data Interoperability through National Research Indexing Hub

2.4.  Studies of E-Government Interoperability Frameworks and Models of Foreign
Countries

The study has been made on e-government interoperability frameworks and models in foreign
countries to learn from them how to develop e-government interoperability systems in an

internationally comparable manner that can deliver integrated online services effectively.

Also their success factors and obstacles in implementing and recommendations for
improvement are presented as lessons learnt for appropriate application to Thailand’s case.

2.4.1. E-Government Interoperability Models

The study of e-government interoperability models in the U.S. by Carnegie Mellon
University in 2011° proposed a model for interoperability in the e-government context
starting from the basic goals of interoperability and then map these goals to levels of

13 http://www.vijai.net/partner.htm

4 http://www.vijai.net/test/doc/doc3/standard_data.pdf

5 Interoperability in the e-Government ConteMarc Novakouski, Grace A. Lewis, SEI/CMU, 2011. Available at
http://www.sei.cmu.edu/reports/11tn014.pdf
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interoperability. There are three primary goals associated with achieving interoperability
in any system: data exchange, meaning exchange, and process agreement.

e Data Exchange This goal deals with whether data can be exchanged between
two computer systems in terms of data types, size of data exchanged, data
structures

e Meaning Exchange- This goal deals with the exchange of meaning i.e. all
participants in a given communication assign the same meaning to data that is
exchangeadnd interpret the meaning of data in the same way.

e Process AgreementThe goal with respect to interoperability is agreement on
how to act on information/data that has been exchanged. All participants must
agree in advance about what to do with the data they receive in the exchange.

On the basis of those interoperability goals, thdowang interoperability levels are
established:

e Technical Interoperabilitymaps to the goal of data exchange and is placed at
the base level of interoperability. Systems with technical interoperability can
exchange data regardless their meanings.

e Semantic Interoperabilitynaps to the goal of meaning exchange and is placed
above the technical interoperability level. Systems with semantic
interoperability can exchange meaningful data.

e Organizational Interoperabilitymaps to the goal of process agreement and is
placed at the top level. Systems with organizational interoperability can
participate in multi-organization business processes.

Organizational
Process Agreement

Semantic

Meaning Exchange

Technical
Data Exchange

Figure 2-18: Interoperability levels

2.4.2. Influencing Factors for E-Government Interoperability

The impact of legal, political, and socio-cultural issues on the e-government context are
represented as influencing factors in interoperability model. The impact of each is
different, depending on the situation. These factors become an additional critical
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dimension of the interoperability problem and any e-government effort must address

them.

Legal factors- Identifying legal issues inherent to public servicesritical to

enable appropriate e-government services and to identify services that are not
appropriate for e-government context

Political Factors - This factor is critically important to success of any e —
government effort. A government administration that has political will and
power to organize, manage, and fund an e — government interoperability
project in a way that addresses all the interrelated issues will have a much
better chance for success.

Sociocultural Factors -The potential sources of impact in this area vary
widely, depending on the context effort. Other socio-cultural factors such as
religion and language may also affect e-government interoperability efforts. A
multi-channel approach to compensate sociocultural disparities and
multilingualism is a key factor for building interfaces to public services.

Organizational

Process Agreement

Semantic
Meaning Exchange

Technical
Data Exchange

2.4.3.

SociaV/
Legal Political Cultural

Influencing Factors

Figure 2-19: E-Governmennt Interoperability Model

Problems and Obstacles to E-Government Interoperability Development

This part is summarized from the study on e-government interoperability in foreign
countries entitled “e-Government Interoperability (e-GIF): A comparative analysis of 30
countries™® (2011) by CS Transforth In addition to main content of development, the

18 hitp://www.cstransform.com/resources/white _papetsitpAnalysisV2.0.pdf
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comparative study of national e-GIF in 30 countries presents the major common obstacles
that most work on e-government interoperability suffered from. These will help us learn
how to manage the e-GlIF-related projects and handle problems well from various aspects
and different contexts of society, politics, culture and economics. The three major
obstacles that draw back e-government interoperability development are as follows:

e Over-engineering: e-Government Interoperability Frameworks in many
countries focus too much on technical detail which nowadays is unnecessary
due to the matured markets of solutions, and pay less attention on other more
important issues, such as driving policy, creating mechanisms for
cooperation, organizational reform for IT reduction.

e Lack of focus on government-wide business transformation: The
development is focused very much around improving the efficiency of each
individual agency and much less focused on transforming the relationship of
citizens with the government as a whole.

e Inadequate implementation: A published e-government framework is often
found difficult to translate into sustained and transformational change in
practice.

2.4.4. Criteria for e-GIF Standard Selection

The study of CS Transform on e-GIF recommends to specify the minimum technical
standards to ensure system and data interconnectivity for a national e-government
program through an inclusive and transparent process which is open to all stakeholders. It
is recommended to select standards which are:
e open and developed through an open decision-making process
e matured for some time and therefore are tried and tested
e internationally accepted in nature and not for use in any specific country or
region
e easily deployable and openly published with no restrictions on reuse
e well-supported and gain acceptance in the marketplace and broadly adopted
by users

2.5.  Thailand e-Government Interoperability Framework (TH e-GIF)

Thailand e-Governmeihiteroperability FrameworlH e-GIB was initiated in 2006 in
response to the policy of MICT for promotion of automatic interoperability between different

17 Cs Transform is a specialist global consulting business, focused on delivering Citizen Service Transformation in the
public sector, led by the senior management team from the UK Prime Minister's office that delivered the UK'’s e-
Transformation strategy between 1999 and 2004. (solttpe//www.cstransform.cor/
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public agencies and to achieve the target of a one-stop service electronic business process
between e-government information systems. It was firstly developed by the e-Government
Promotion and Development Bureau of MI&F TH e-GIF versiof.0 and later improved in

2010 as TH e-Glkersion 2.0 which is enforced until present. Furitievelopment of TH e-

GIF shall be based on the project management principle and aimed to improve technical
standards for e-government interoperability.

2.5.1. TH e-GIF Goals

The TH e-GIF is a framework that aims to push forward policies and practices in the
development of e-government interoperability for cross-agency interconnection. It
suggests ways to develop integrated e-government systems for effective online services to
consequently achieve SMART Collaborative e-Government. The main goals of TH e-
GIF are as follows:

1) To support and encourage the development of citizen-centric e-government
services that facilitates citizens to be able to access a range of services from
a single point with streamlined service processes enabled by e-government
interoperability system

2) To support and encourage the development of e-government
interoperability systems to activate cross platforms interconnection for
electronic document exchange by defining national standardized data set
and document formats.

3) To promote the use of open and international standards for developing e-
government interoperability systems broadly allowed for connected online
transactions both at national and international levels

4) To define common data naming rules and national standardized data set for
development of e-government interoperability systems to enable cross-
platform interconnection

5) To foster stakeholders collaborationselecting and improving technical
standards to inspire them to willingly adopt and deploy those standards

6) To appoint lead agencies for implementation and application of e-
government interoperability framework at each level

2.5.2. Major Elements of TH e-GIF

The major elements of TH e-GIF are in alignment with those of other national e-GIF
around the world, as earlier presented. The six elements of TH e-GIF are:

e Element 1 Political Will The successful implementation of e-government
interoperability depends to a large degree on political will and commitment
at the highest level. It is essential to secure political support and funding for
initial investment and maintenance of the program from top executives.
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e Element 2 Inter-Agendyollaborationand Social/Cultural ChangeThe
mechanisms to generate and maintain collaboration among stakeholders are
vital to cope with the challenges arising from the inter-organizational nature
of the project. The need to coordinate among numerous government
agencies and the business community cannot be over-emphasized. The
following “to-do” list would be useful in promoting coordination and
collaboration between many players.

e Element 3 Legal PoweiThe related laws and regulations must be identified,
reviewed, and adjusted carefully to ensure a legally enabling environment
for e-government interoperability efforts.

e Element 4 Process Agreemenfo achieve process agreement, all
participants must participate in analysis of existing business processes and
mutually agree in advance about new business processes. Lack of process
agreement often manifests as a need for the consumer to provide the same
information to multiple government services in response to a single event.

e Element 5 Meaning Exchange Agreemerleaning exchange is
fundamentally different from data exchange because of the aspect of
misinterpretation. It is much more difficult because there is no implicit
guarantee that all participants will interpret the meaning of the data in the
same way. The meaning exchange agreement is, therefore, necessary to
facilitate exchange of same meaningful data for successful data
interoperability across different systems.

e Element 6 Technical Developmento ensure effective e-government
interoperability, concerned parties and stakeholders need to mutually agree
on common protocols and standards for system development. Mostly, the
open standards and technology are often recommended because they are
well supported and gain acceptance in the marketplace

In addition, the coordination, supervision, monitoring and continual improvement of
technical interoperability are considered key factors for boosting capabilities of
information systems to be able to provide smart collaborative e-services to citizens in the
future. The concepts of change management and interoperability governance are given
priority as enablers for cross platform interconnection and cross-agency interoperability.

In summary, according to the U.N. Survey 2012, many countries are moving from a
decentralized single-purpose organization model to an integrated unified whole-of-
government model aimed at centralizing the entry point of service delivery to single
portal where citizens can access all government-supplied services, regardless of which
government authority provides them. Based on those international e-GIF models and

Interim Report -Design and Implementation of e-Government Page 34



Design and Implementation of e-Government Institute for Information Technology Innovation
Project of Institutional Capacity Building on Faculty of Engineering, Kasetsart University
ICT Policies in Thailand Bangkok, Thailand

whole-of-government approaches, TH e-GIF contains all elements necessary for effective
development and implementation of e-government interoperability system to provide
efficient and effective public service delivery.

2.6. Governance Model for Ensuring Interoperability and Data Sharing

The development and implementation of e-government interoperability are inter-

organizational in nature, involving various key players from various sectors. To cope with

such project challenge, it is suggested to bring in the project management principles to
support for successful e-government interoperability project. The project management
principle divides a project into 5 phases as follows:

e Phase 1 - Inception Phase

The primary goals of inception phase are to achieve consensus among all
stakeholders on the project objectives and to obtain funding. The primary focus is the
initiating and planning processes.

The project will start with conducting a feasibility study on e-government
interoperability implementation using the Enterprise Architecture methodology to
cover all 4 aspects of potential development, which are business architecture, data
architecture, application architecture and technology architecture.

1) Business Architecture describes the service strategy, and the
organizational, functional, process, information, and geographic aspects of
the business environmenih some cases, key elements of the Business
Architecture may be done in other activities; for example, the enterprise
mission, vision, strategy, and goals may be documented as part of some
wider business strategy or enterprise planning activity that has its own
lifecycle within the enterprise.

2) Data Architecturedescribes data elements, data structures, and data types
for data interoperability across organizations. It enables the Business
Architecture and the Architecture Vision, while addressing stakeholder
concerns.

3) Application Architecturelescribes components and sub-systems of online
service systems and e-government interoperability systems.

4) Technology Architecturglescribes characteristics of infrastructures such
as computer network, computer server systems, software, correlation of
features/components to group transactions. It introduces new technology
building blocks or re-defines existing technology building blocks to ensure
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interoperability and fit-for-purpose within the specific Technology
Architecture.

e Phase 2 - Elaboration Phase

The primary goal of the elaboration phase is to prove the architecture for the system
to be developed. The point is to ensure that the team can actually develop a system
that satisfies the requirements.

This phase is intended to study, analyze, design and mutually agree among
stakeholders on “new business process” based on new requirements, “new document
formats”, “potential IT systems and e-document exchange systems based on legal
implication and technological standards and features” and “Application Architecture”

e Phase 3 - Planning Phase

The planning phase involves creating of a set of plans to help you to manage time,
cost, quality, change, risk and issues. They will also help you manage staff and
external suppliers, to ensure that the project is delivered on time and within budget.

This phase is for planning technical requirements and specifications, size, capabilities
and volume of hardware, software specifications and budget, based on the details of
new business process, new document formats, and so on that are agreed upon in phase
2 (Elaboration)

e Phase 4 - Construction Phase

The focus of the construction phase is to develop the system to the point where it is
ready for pre-production testing. It is the phase where system developers work
technically in more detail to design, develop, and install the required interoperable
systems, networks, software and hardware

e Phase 5 Adoption Phase

The adoption phase describes the acceptance and bringing into use of a new product
or innovation. E-government interoperability systems shall be enforced by policy
makers and introduced for all stakeholders, concerned parties and citizens to widely
adopt and seriously deploy them.
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2.7. Multi-Channels for Public Access in Thailand

This part presents about how people and businesses are equipped with necessary
infrastructures for their accessibility to public information and services, considered from the
statistics of household use and having ICT surveyed by National Statistics Bureau, MICT.
The report also includes the government projects aimed to enhance public internet access. It
is intended to illustrate that those given necessary infrastructures/equipment have been,
somehow, put in places providing multiple channels for people to access to public
information and services.

2.7.1. Household with ICT and ICT Usage in Thailand

The survey has been made by National Statistics Bureau in 83,880 households to explore
their having and usage of ICT in 2812y interviewing family leaders and family
members aged 6 year old up.

2.7.1.1. Households with ICT

During 2008-2012 the number of households that ffized line telephones decreases
from 22.6% to 15.6% but the number of households that have computers increases
from 19.6% to 26.9% and that have internet access increases from 8.6% to 18.4%

Total number Percentage of households with ICT
Year of households

in Thousands), Fixed Line Fax Computer Internet
2008 18,279.8 22.6 1.8 19.6 8.6
2009 19,060.2 21.4 15 20.3 9.5
2010 19,644.9 20.9 1.7 22.8 11.4
2011 19,786.4 18.6 1.6 24.7 13.4
2012 20,025.4 15.6 1.7 26.9 18.4

Table 2-6: Percentage of Households with ICT in Thailand during 2008-2012.

The survey found that from the total number of 62.9 million population aged 6 years up,
there are 44.1 million mobile phone users, counted for 70.2%. Those are users in
Bangkok for 84%, central area 75.1%, the North 68.9%, the South 67.8% and the North-
East 64.1%.

18 http://service.nso.go.th/nso/nsopublish/themes/theme_5-1-3.html
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Figure 2-20: Percentage of Thai Population aged 6 years up with a Mobile Phone by Region.

2.7.1.2. Use of Computers, Internet, and Mobile Phones

The survey in 2012 reported that among the total 62.9 million population aged from 6
years up, there are:

e 21.2 million computer users (33.7%)
e 16.6 million internet users (26.5%)
e 44.1 million mobile phone users (70.2%)

Comparing to the statistics of the past five years (2008-2012), it is found that:

e the number of computer users increases from 28.2% (17 million population) to
33.7% (21.2 million)

¢ the number of internet users increases from 18.2% (11 million) to 26.5% (16.6
million)

e the number of mobile phone users increases from 52.8% (31.9 million) to
70.2% (44.1 million)
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Figure 2-21: The Use of Computers, Internet and Mobile Phones in Thailand during 2008-2012

The survey on internet use classified by user ages in 2012 showed that the group of
15-24 age is the top internet user group counted for 54.8%, followed by the 6-14 age

group for 46.5%, 25-34 age for 29.7%, 35-49 age for 17.1%, and the least internet

user group is the age group of 50 up, counted for 6.2%. Meanwhile, the survey on

computer use reported that the top computer user group is the age of 6-14, counted for
75.3%, 15-24 age for 59.6%, and 25-34 for 35.5%.
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Figure 2-22: Percentage of Internet and Computer Users Classified by Ages Surveyed among Thai Population

aged from 6 years up

The survey on places for internet use in 2012 showed that most population use
internet at home for 50.6%, at academic institutions for 47.3%, and at workplace for
30.7%. It was found that more than half of internet population (53.3%) tends to use
internet in the afternoon for 1-4 days per week and 40.6% regularly use it for 5-7 days
a week.
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Figure 2-23: Percentage of Internet Usage in Thailand Classified by Locations

Most Internet connection in 2012 is made with fixed broadband, counted for 55.7%,
2G mobile wireless broadband for 14.7%, and 3G for 9.7%

Number of Type of Internet.
5D households with Narrowband Broadband
S &/ Internet use. - : ; N/A
o= Analogue 2G Mobile Fixed 3G Mobile
= S| (Thousands)
<< modem, ISDN Phone broadband Phone
3,686.7 15.3 14.7 55.7 9.7 4.6

Table 2-7: Percentage of Household Internet Connection in Thailand Classified by Internet Type

The survey on household use of ICT in 2012 in Thailand showed the increasing
tendency in internet use by Thai population, including in the trend of 3G mobile
phones use due to the 3G channel system allowed through the concession granted to
3G mobile phone service providers in the country. The 3G mobile phone services
will be launched in Thailand in April 2013

2.7.2. Thailand’'s Government Projects for Public Access to Government Services

The Royal Thai Government has put great efforts over years to implement a lot of ICT
projects to bridge the digital gap between urban and rural communities for the benefits of
Thai citizens to thoroughly and equally reach public information for their better livings.
This part presents the ICT-related projects having been operated by the government
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during the past years to provide channels of communications and access to government
services for citizens, especially the projects in relation to public internet access.

2.7.2.1. ICT Community Learning Center*°

Ministry of Information and Communication Technololggs established a policy to
spread knowledge and information and communication technology to communities
around the country to help bridge the digital gap between urban and rural
communities and encourage community members to bring acquired knowledge and
learning tools into use in their everyday lives.

ICT Community Learning Center is a tool available for people of all ages and genders
to equally access information, knowledge, and public services. It allows community
entrepreneurs to open up markets for their products and keep contact with materials
manufacturers in other regions. Moreover, the ICT Community Learning Center will
serve as a knowledge source to collect, store, preserve, and disseminate local
knowledge, wisdom, culture, and tradition, by using ICT.

There are currently 1.887 ICT Community Learning Centers established all over the
country, accounted for 23.59% (information as of 12 February 2013) of the total
target of 8,000 centers nationwide.

2.7.2.2. Universal Service Obligation (USO)

Universal Service Obligation (US&)was established to reduce the disparity in
access to telecommunications services in urban and rural communities and allows
people to equally access public information and services. It is enforced under the
notifications of National Broadcasting and Telecommunication Commission (NBTC)
(year 2005 and 2009)

The five-year action plan of USO (2012 — 2016) is aimed to achieve 100% for voice
telecommunication service provided in all residential areas and 90% in providing
high-speed internet to target areas. The USO NET is established to provide online
services through at least 2 mbps speed internet for minimum 500 areas where there is
no commercial potential and internet access.

There are now 419 USO NET centers established and officially announced for
operation by NBTC. The establishment of USO NET centers is based on a license
scheme. A licensee is required to complete the USO NET establishment within one
year from the date granted the assignment from NBAf@r that the established
USO NET will be in charge by that local community.

19 http:/iwww.thaitelecentre.org/
20 http://usonet.nbtc.go.th/th/?page_id=35
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2.7.2.3. SchoolNet Thailand

SchoolNet Thailand, a computer network for Thai schools, was launched by the
National Electronics and Computer Technology Center (NECTEC) in 1995 to link
secondary schools in Bangkok Metropolitan and provincial areas to the Internet.
Under NECTEC's eight-year development for increasing quality of education, the
SchoolNet project has more than 5,6@Moolé' as members. Since then, SchoolNet
has become a part of EdNet, the national education network that aims to provide
Internet connections to schools all over the kingdom, which is about 38,000 §thools
The purposes of SchoolNet Thailand are to develop information technology skills for
teachers and to create online lessons covering subjects such as computer,
mathematics, science, foreign and Thai languages, as well as develop its website for
exchange news and information on activities and training. SchoolNet is the student-
centric educational network that provides equal opportunities for students to get
access to the Internet, and the contents and delivery of educational services. Based on
NECTEC's evaluation report in 2005, the problem of Internet connection still exists
in small secondary schools and some schools that have limited budget.

2.7.2.4. University Network (UniNet)

The national inter-university network (UniNet), established in 1996, is a government
project aiming to establish a high-speed network between major universities and
academic institutes in Thailand in order to distribute knowledge more efficiently
across universities. The Thai government has a policy of providing more educational
opportunities for local people in all regions of the country so that they will have equal
educational opportunities and will be able to use local wisdom as a human resource to
develop their own communities. UniNet is also connected directly to the Intéfnet 2
which provides ultra-high speed Internet links with universities worlditi@emns to
become the research and educational network hub for the entire Indochin&*region
provide opportunities for the transfer of knowledge and technology to students,
teachers and ordinary people. It will also promote the sharing of resources among
educational institutes both within Thailand and internationally.

The UniNet to implement the latest version of Internet protocol, IPv6 would benefit
universities in provincial areas and enhance education and research by providing
faster access to academic resources. It will also facilitate interactive distance learning,
and provide knowledge with equal opportunities for students in metropolitan and

2 http:/lwww.nectec.or.th/schoolnet/farewell/index.htm

22 http:/leis.moe.go.th/eis/stat54/html/TOO1.html

2 Internet2 is an exceptional community of U.S. and international leaders in research, academia, industry and government
who create and collaborate via innovative technologies. Its partners accelerate research discovery, advance national and
global education, and improve the delivery of public services. (Sdutpe/www.internet2.edu/aboiit/

24 http://nationmultimedia.com/2009/01/15/technologgtfieology _30093303.ph{2009)
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upcountry areas. Moreover, the network will allow the educational sector to provide
telemedicine, tele-education and tele-meetings for students as well as disseminating
technology locally, regionally and internationally. A distribution network and system

is developed to allow local universities to directly access both local and international
education networks. The UniNet's distribution nodes would be educational networks
located at local universities, helping them to reduce the costs of connecting with other
networks throughout the region.

UniNet has already covered 3,69Tigher educational institutions across the country
and enhances its internet services with the Internet infrastructure upgrade from 25
gigabits per second (Gbps) to 30 Gbps.

Beyond this, UniNet will enable educational networks in Laos, Myanmar and
Cambodia to connect with global research and education networks such as the Asia-
Pacific Advanced Network (APAN), the China Education and Research Network
(CERNET), and the Trans-Eurasia Information Network (TEIN2).

& DWDM NODE

UniNet Backbone (UniNet 1) . Disribuie Reser

Figure 2-24: Thailand’s UniNet Network

2 http://webapp.uni.net.th/UniNet/index.php
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2.7.2.5. One Tablet Per Child (OTPC)

One Tablet Per Child (OTPC) Project is operated by MICT as per the Cabinet’'s
assignment in 2013. MICT takes charge to provide tablets, Wi-Fi network, network
security, and project management to concerned parties. Currently, the total 858,885
tablets valued approximately 80,000 USD have already been distributed to students in
schools all over the country through various related agencies such as Ministry of
Education, Office of the Basic Education Commission, Office of the Private
Education Commission, Office of the Higher Education Commission, Border Patrol
Police, Bangkok Metropolitan, and Pattaya City.

2.7.2.6. Wi-Fi Network for OTPC

Wi-Fi Network for OTPC Project provides Wi-Fi network connection and access
point equipments and log file systems in response to the Computer Crime Act B.E.
2550 to support tablet usage of students in schools. The project is starting operation
with primary schools in 2013 and high schools in 2014. In this regard, TOT Public
Company Limited and CAT Telecom Public Company Limited take the role for actual
implementation.

2.7.2.7. e-Government Services via mobile phones

According to the National Statistics Bureau (NSB)e tuse of mobile phones in
Thailand is increasing, supported by the NSB survey in 2012 with the finding that
70.2% of Thai population has mobile phones. The Thai Government, therefore, puts
efforts to provide e-services on mobile phones for people’s access to government
services, such as:

1) e-Filing by the Revenue Department

An e-Filing service, initiated by the Department of Revenue, Ministry of
Finance, is provided for people to pay taxes via mobile phones / smart phones.
The people who want to pay taxes through the e-filing system must have the
application installed in the handset before using the e-filing service through
smart phones without cost.
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E-FILING
The Revenue Department of Thailand
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Figure 2-25: E-Filing for Tax Payment by Revenue Department

2) Traffic Voice Information Service by National Electronics and Computer
Technology Center (NECTEC)

Traffic Voice Information Service is an automatic system that reports traffic
information in Bangkok. With an integrated speech recognition system, TVIS
allows a user to request information via voice. To obtain traffic information,
the user can say the name of a major road in Bangkok. Moreover, TVIS can
retrieve the image from a nearby CCTV to show traffic situation. Application
that centers around traffic information on Android platform. Traffroid is an
application that aggregates traffic news and information throughout Bangkok
to your device. Traffroid offers traffic news including road closure, incident,
accident news and photo feeds from several CCTVs and VMS board installed
in Bangkok and its vicinities. This data is provided by Traffy from NECTEC.

e e

Figure 2-26: Traffic Voice Information Service <http://www.tvis.nectec.or.th/>
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3) Royal Rain (Fonluang) Making Information Service by Ministry of
Agriculture and Cooperatives
The Royal Rain Project initiated by His Majesty King Bhumibol Adulyadej as
the pioneering work in rain-making to relieve drought and to increase water
reservoirs has been collaboratively implemented by Bureau of Rainmaking
and Agricultural Aviation and ICT Center under the Ministry of Agriculture
and Cooperatives to provide three main information services: daily
temperature and weather reports in various provinces of Thailand; target and
operating areas for rainmaking in various regions around the country; and
information about the royal rain makingwWw.royalrainmaking.thaigov.nkgt

"" v_-:;é Fonluang
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Figure 2-27: Royal Rain (Fonluang) Making Information Service

4) Water4Thai by the Secretariat of the Prime Minister

Office of the National Water and Flood Management Policy has developed e-
service called ‘WaterdThai’ for people to access information of water
situations in Thailand through their mobile phones.

Water4Thai
Office of The National Water And Flood Management Policy
(ONWF)
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Figure 2-28: Water4Thai by the Secretariat of the Prime Minister
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5) Thailand Government Hot line by the Office of the Prime Minister

Thailand Government Hot Line is established to enhance citizen inclusion in
government work. It is open to receive complaints, petition, criminal
notification, comments and opinions from people through such channels as
mails, telephone calls, fax, and the web site “winwi.go.th” for all time

with timely response from the Government.
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Figure 2-29Web Page of Thailand Government Hot line wwin.l.go.th

6) Smart Province by Electronic Government Agency (EGA)

The Smart Province Project has started by running a pilot project at Nakhon
Nayok province under the Smart City initiative to allow the general public to
have easy access to the government services through the assistance of effective
IT system, according to the MOU between the MICT and Ministry of Interior.

At present, the progress of the Smart Province Project has achieved 70% of the
target. Progress in the three areas is as follows:

a. IT infrastructure in Nakhon Nayok Province: government agencies in
the province now have access to information via GIN which is linked
with the Provincial Administration office and four Amphur offices.
Government Cloud is also implemented as a channel to distribute
information related to the provincenfw.ny-thailand.nét E-Saraban
is also available on Government Cloud.
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b. IT System: to increase public service efficiency, especially via
MailGoThai, Web Conference Systemd Tele Presence System
which is under development

c. Significant information service: Through Smart Box in each village,
the general public can access to Department of Public Administration,
Social Security Office, National Health Security Office, Department of
Agricultural Extension, and Ministry of Education. EGA is working
with Nakhon Nayok in preparing for Smart Box installation in
cooperation with stated government agencies and prototype

development
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Figure 2-30: Service on EGA Smart Box

In summary the Thai Government has continuously improved infrastructure access for the

general public nationwide so that it can exploit all possible delivery channels to provide

services/e-services and information to as many people as possible, particularly the
disadvantaged and vulnerable groups. The e-service provision through multi-channels is
expected to respond to diverse needs and demands of citizens nationwide.

2.8. Conclusion

The results of the studies on existing e-government services and infrastructures and other
topics related to e-government interoperability are summarized as shown in the below Table.
These will be based on for further analysis and recommendations for the subsequent reports
respectively, The topics of draft privacy and data sharing privacy and draft supplier
management guidelines for ensuring interoperability will be studied and presented in the next
report.
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Iding on

Study Topics

Existing Status / Findings

1. E-Government-Related
Infrastructure

Government Information Network (GIN} a national information network for government of Thailand

- developed as a national information network for government to connect all public administrative agenci
to enhance online communication and e-services in the government sector

based on GIN2.0 platform & IPv6 standard to enhance e-government interoperability

connecting all 20 ministries (already 1,199 offices + more 850 agencies in 2012) electronically
expanding connectivity to district administrative agencies in the provinces by 2013

‘SuperGIN’ considered as extensible &superhighway version

es and

Cloud Computing Service for Government Agency
Electronic Government Agency (EGA) has implemented Cloud Computing technology to enable governm
agencies to optimize available resources and achieve high efficdgBayimplemented the website to provide

representatives of interested organizations. At present, 33 organizations are using Cloud computing servi

information related to Cloud Computing-base services http://cloud.ega.or.th/index.php and arrange trainin

ent

gs for
ces

2. E-Government Services

~

5 Thailand’s progress on e-services development based on the four development stages set out by U.N.
Stage 1 - Emerging Information ServicesMl 20 ministries & a group of independent agencies have achieve

full development (100%) of their web sites to provide basic and necessary information as per the U.N.'s g

od
uide

Stage 2 - Enhanced Information ServicesThe progress of web site development by government agencies
stage 2 for delivering simple two-way communication between government & citizen is at the average of §
The range of development of all ministries is 52-92%.

at
32%.

Stage 3 — Transactional ServiceS he progress of web site development by government agencies at stage
the average of 33% for providing e-transaction services. Only 2 ministries can advance their web site de
up to 50% while the other 18 ministries can do it within the range of 6-48%

Stage 4 - Connected Service$he progress of web site development by government agencies at stage 4 is
average of 22% for providing connected services. The range of development of all ministries is between &

The overallaverage score of e-services development in Thailantbl. Among all 20 ministries and a group

3is at
elopment

at the
-40%.

Of
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Study Topics

Existing Status / Findings

independent public agencies, there are 10 government agencies able to advance their online service dev
above the averagehile the other 10 agencies and the group of independent public agencies are below the
average

e-Government Portalvww.egov.go.th - offers one-stop e-Service center which can bessrtthrough SMS an
Web Portal, etc. The system serves as an efficient tool for the government to communicate with various g
the business sector and the general public. There are presesybtédis linked to e-Government Portal throug
the Single Sign-On system to enhance e-services.

elopment

d
gencies,
h

3. Citizen Inclusion/
E-Participation

Thailand’s progress on implementation of e-participation based on the U.N.’s three levels of e-participatio
1. E-Information : The government websites contains these information: Government structure; policies &
programs; points of contact; laws/regulations/other information of public interest; community networks; blg
web forums; newsgroup; and e-mail lists.

=]

DJS;

2. E-Consultation: The government websites activate the followings: Online polls; online surveys or feedb
forms; chat rooms/instant messaging/blogs

ack

3. E-Decision Making: The government websites use these tools for people engagement in decision maki
processes: Government officials respond to citizen Input & online petition.

ng

In summary, the Thai Government has adopted citizen inclusion/e-participation as a key in providing citize
centric service and tried many ways to improve it to the maximal level.

2N-

4. Thailand’'s Business
Cases of Interoperability

Thailand National Single Window (TH-NSW) developed to facilitate trade transaction & streamline import-
export processes with estimated logistic cost savings of 1.5 billion USD/year. The project has involved 36
government agencies for implementation.

Agriculture Disaster Relief Information System (Aggie DRISYeveloped to enable data interoperability of 7
public agencieso streamline the process suffering farmers to receive financial assistance from the govern
more speedily and precisely.

ment
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e-Saraban or e-Document developed as the government information and document exchange system for|the
benefits of time and cost reduction.

National Research Council of Thailand - to promote integration of national research information to enhangce
research data interoperability across agencies in accordance with TH-eGIF strategic agenda and public gpinions on
research system reform.

5. E-Government E-government interoperability modddased on goals & levels of interoperability (U.S. Study):
Interoperability - Technical Interoperabilityfor data exchangé€base interoperability level)

Frameworks and Models |- Semantic Interoperabilitffor meaning exchang€above the technical interoperability level)

- Organizational Interoperabilityfor the goal of process agreemdlite top interoperability level)
Influencing Factors for E-Government Interoperability Models (U.S. Stlidygal factors; Political factors;
Socio-cultural factors

Thailand e-Government Interoperability Framework (TH e-GIF)
Six elements of TH e-GIF: 1) Political Will; 2) Inter-Agency Collaboration & Social/Cultural Change; 3) Legal
Power; 4) Process Agreement; 5) Meaning Exchange Agreement; 6) Technical Development

Many countries are moving toward an integrated unified whole-of-government model aimed at centralizing the
entry point of service delivery to single portal where citizens can access all government-supplied services,
regardless of which government authority provides them. Based on those international e-GIF models and whole-
of-government approaches, TH e-GIF contains all elements necessary for effective development and
implementation of e-government interoperability system to provide efficient and effective public service delivery.

6. Governance Model for |Governance model based on a project management principle that divides a project into 5 phases is the suggested
Ensuring Interoperability |reference model mostly accepted by government agencies in Thailand:
and Data Sharing Phase 1 - Inception Phas@ o achieve consensus on the project objectives and to obtain funding with the primary
focus on the initiating and planning processes
Phase 2 - Elaboration Phas@ o study, analyze, design and mutually agree on new business process/new system
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Study Topics
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based on new requirements

Phase 3 - Planning Phaséfo help manage time, cost, quality, change, risk and issues to ensure that the p
delivered on time and within budget

Phase 4 - Construction Phas@&he phase where system developers work technically in more detail to desig
develop the system to the point where it is ready for pre-production testing, and install the required intero
systems, networks, software and hardware

Phase 5 Adoption Phas®escribes the acceptance and bringing into use of a new product or innovation

7. Multi-Channels for
Public Access in Thailand

Multi-Channels for Public Access to Government Services in Thailand
- Household well equipped with ICT and increasing use of computers, internet, and mobile phones
- Thailand’s Government Projects to enhance public access to government services
0 ICT Community Learning Center
Universal Service Obligation (USO)
SchoolNet Thailand
University Network (UniNet)
One Tablet Per Child (OTPC)
Wi-Fi Network for OTPC
E-filing (for tax payment via mobile phone)
Traffic Voice Information Service (via mobile phone)
Royal Rainmaking Information Service ( via mobile phone)
Water4Thali (via mobile phone)
Thailand Government Hot line (111dww.1111.go.th (for online petition)
Smart Province (enhancing public access from provincial areas to government services)

O O0OO0OO0OO0OO0OO0OO0OO0Oo

(@)

roject is

n,
berable

In summary, the Thai Government has continuously improved infrastructure access for the general public
nationwide so that it can exploit all possible delivery channels to provide services/e-services and informat
many people as possible, particularly the disadvantaged and vulnerable groups. The e-service provision
multi-channels is expected to respond to diverse needs and demands of citizens.

jon to as
through
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Section 3.Institutional Structures and Governance

3.1. Introduction

Development and implementation of e-Government initiatives inevitably lead to changes in
existing agencies, structures, work processes, roles and responsibilities. Driving the changes
to deliver a connected e-Government means pursuing a substantial shift in culture and the
nature of relationships. If the roles and responsibilities of concerned parties for each stage of
development are not well defined and the relationship between each group and position is not
well understood, it may result in conflict and waste. Defined accountabilities and roles of
each organizational unit (e.g. minister, department, division, staff) in a change process assist
in shaping the overall network of inter-dependencies, reliance on resources, and timeframes
for delivery and results. Leadership and commitment from the top of government are crucial
to the change process.

The crosscutting nature of e-government makes it important to devise suitable institutional
arrangements that can ensure coordination among various government agencies. For e-
government to succeed, it will be important to establish organizational and institutional
structures that can avoid duplication and waste, overcome departmental silos, and help
achieving integration in order to offer citizen-centric services in an efficient and transparent
manner.

This section presents the studies and analysis of current e-Government institutional structures
and governance mechanisms in selected countries as the cases to learn their national
institutional frameworks and models used to lead and manage their e-government programs.
Those studies are based on the World Bank study on national e-Government institutional
models in various countries, the studies of Institutional Structure for e-Government in the
U.S.A., Republic of Korea, Singapore, Switzerland, and Vietnam. Also the existing e-
government institutional structures and governance of Thailand are explored. Those
comparative studies with selected cases will help us to learn the importance of best fit based
on country circumstances and the need for continued institutional innovation for the benefit
of proper applications to the case of Thailand.

3.2. Studies on e-Government Institutional Structures and Governance in Selected
Countries

This part of case studies aims to present existing national institutional frameworks and
models used to lead and manage e-government programs in several countries around the
world so that the institutional and governance mechanisms to deliver e-government programs
successfully are learnt for continual adaptation and application.
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3.2.1. The World Bank Study on Models and Functions of National E-
Government Institutions®®

The World Bank (2009) had surveyed and studied from various experiences of 30
developed and developing countries to learn the functions and models of national e-
Government institutions. The report describes a national institutional framework used by
governments to lead the e-government agenda and fulfill the key functions of strategy and
policy making, governance and coordination, and facilitation of implementation, into four
basic models. Those basic different models of national e-Government institutional
frameworks are 1) Policy and investment coordination; 2) Administrative coordination; 3)
Technical coordination; and 4) Shared or no coordination. These models ranged from
highly centralized institutional structures to highly decentralized ones. However, the
World Bank used these institutional models only for comparative analysis and for
detecting patterns and trends in a rich, complex institutional reality. A regular
mechanism for monitoring, updating, and evaluating countries’ institutional arrangements
is, therefore, suggested.

Model 1: Policy and Investment Coordination

This model works from the ministry of finance (or treasury, economy, budget, or
planning) giving the entity responsible for governing and coordinating e-government
activities direct access to the funding it needs. In addition, it enables easy control over
funds required by other ministries in pursuing e-government goals set for them. It also
facilitates integration of the e-government agenda with the country’s overall economic
development agenda. This model seems to work relatively well in countries that have a
powerful central agency with cross-cutting mandates. It enforces policies and priorities
through the budget process, yet allows effective decentralization of implementation. Most
countries using this model started adopting e-government initiatives early on and made
sustained commitments.

Model 2: Administrative Coordination

This model led by the ministry of public administration (or services, affairs, interior,
state, or administrative reform) to coordinate e-government within the framework of their
good governance agendas. It facilitates the integration of e-government efforts with
administrative reform, simplification, and decentralization. It raises the visibility of the e-
government agenda and encourages broad participation across agencies. This model is
outcome-oriented rather than technology-driven.

% This part summarizes and directly extracts fi@#D 2009: Extending Reach and Increasing Imy&ttapter 6), 2009,
The International Bank for Reconstruction and Development/The World Bank. Available at http://www.worldbank.org/ic4d
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Model 3: Technical Coordination

This model is to govern and coordinate e-government activities under a technical ministry
such as the ministry of ICT (or science and technology or industry) to address ICT issues.
This approach to e-government is normally focused on infrastructure development.

Model 4: Shared or No Coordination

In this model, e-government development and implementation functions are distributed
among existing ministries. Thus, each ministry is responsible for the part of the e-
government strategy that falls within its field of expertise. This model does not involve
any new coordination mechanisms and is the least politically demanding, making it the
easiest to adopt for the short term. Funding for e-government activities comes from the
ministries’ budgets. However, agencies set up their own information systems—and in
some cases, proprietary communications networks—Ileading to duplication and impairing
information sharing. This approach is likely to result in uneven development across
ministries and missed opportunities to leverage economies of scale in shared
infrastructure, applications, and support services. The choice of institutional location for
e-government governance and coordination may reflect more general tendencies or
legacies: faced with a new challenge, a government may have a preference about where it
locates responsibility. While administrative control can be wielded to ensure cross-
agency coordination, placement of e-government responsibility under each model has
clear advantages and disadvantages that should be borne in mind—and perhaps
complemented by capacity building and cross-agency policy and strategy mechanisms.

Alternative Models

In addition to those four institutional models with focuses on the leading or central

institution for e-government strategy and policy making, and governance and

coordination, governments have increasingly created and experimented with new
arrangements outside the ministerial structure—including establishment of ICT agencies
and councils of CIOs—to overcome sectoral silos and civil service constraints and to
create a new capability to engage various stakeholders and agencies in facilitating
implementation of e-government

e ICT agency

Several countries have created dedicated executive ICT agencies in their civil
services but have given them special autonomy and salary structures to attract
and motivate the best technical talents. Such agencies prioritize investments
and coordinate and monitor implementation of e-government, often under the
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supervision of an inter-ministerial committee that sets policies and strategies.

The chiefs of these agencies sometimes serve as national CIOs. Moreover,
such agencies are often charged with developing mechanisms that encourage
all stakeholders to become involved in e-government and the exchange of

information, experience, and best practices through focus groups, workshops,

seminars, and online tools.

Such an agency typically has a government-appointed board of directors, the
chair of which reports directly to the head of state, and is composed of
representatives of key stakeholders from the private sector and civil society.
The agency’s responsibilities may cover only the central leadership of e-
government or extend to the entire range of the e-development agenda. The
national chief information officer may be the chief executive of such an
agency.

Having a focal ICT agency also makes it easier and more effective to focus on
e-government goals. The creation of such an agency typically involves
adopting comprehensive approaches to integrate e-government with broader
development strategies.

e Council of Chief Information Officers

This approach combines centralized governance and coordination with
decentralized implementation and ownership. The role of such councils has
evolved and become increasingly critical to e-government development. These
councils vary in mandate but often involve addressing common CIO concerns
and challenges, such as investment planning, IT procurement practices,
information security policies, and IT human resource development. They also
have been engaged in CIO capacity development by providing inputs into
defining core competencies, accrediting CIO education and training programs,
and sharing information and best practices among CIOs. CIO councils are
expected to play an increasing role in consensus building, vertical and
horizontal communication, team-based problem solving, and knowledge
sharing. National ICT agencies or CIO councils may help tap synergies and
coordinate investments across all the key elements of e-development.
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Model

Countries

Benefits

Drawbacks

Policy and investment

coordination

(cross-cutting ministry

such as finance,

treasury, economy,
budget, or planning)

Australia, Brazil,
Canada, Chile, China,
Finland, France,
Ireland, Israel, Japan
Rwanda, Sri Lanka,
U.K., U.S.A.

funds required by other

Has direct control over

ministries to implement
e-government. Helps
integrate e-government
with overall economic
management.

May lack the focus and
technical expertise
needed to coordinate
e-government and
facilitate
implementation.

Administrative
coordination

(ministry of public

administration,
services, affairs,
interior, state,

or administrative
reform)

Bulgaria, Arab
Republic of Egypt,
Germany, Republic o
Korea, Mexico,
Slovenia, South
Africa

Facilitates integration of
administrative
simplification

and reforms into
e-government

May lack the technical
expertise required to
coordinate

e- government or

the financial and
economic knowledge to
set priorities.

Technical coordination

(ministry of ICT,
science and
technology, or
industry)

Ghana, India, Jordan
Kenya, Pakistan,
Romania, Singapore,
Thailand, Vietnam

Ensures that technical
staffs are available; eases
access to non-
governmental
stakeholders (firms,
NGOs, and academia).

May focus too much on
5 technology or industry
and disconnected from
administrative reform.

Shared or no
coordination

Russian Federation,
Sweden, Tunisia

Least demanding and witl
little political sensitivity
(does not challenge the
existing institutional
framework &
responsibilities

of ministries).

1 May lead to rivalries
among ministries.

No cross-cutting
perspective. Fails to
exploit shared services
and infrastructure and
economies of scale.

Alternative Models

ICT agency

Bulgaria, Ireland,
Republic of Korea,
Singapore, Sri Lanka -
having adopted
variations of central
ICT agencies

Free from government
bureaucratic requiremen
- and flexible to react
swiftly to changing
demands.

May not receive politica
ts% financial support if
not directly linked to a
powerful ministry or
prime minister’s office.
The public sector
bureaucracy may

agency. Political
effectiveness of agency

staff & undermine its
businesslike culture.

reassert control over the

interference may reduce

A

A

Council of Chief

Information Officers

Australia, Canada,
Singapore, South
Africa, U.K., U.S.A.

n/a

n/a

Remark: Extended Table based on the original source created by Hanna and Qiang 2009, IC4D 2009: Extending Reach and
Increasing Impact (Chapter 6), World Bank

Table 3-1: Models for E-Government Institutions in Selected Countries
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Functions of E-Government Institutions

The study summarizes key functions of effective e-government institutions into three areas
which are strategy and policy making; governance and coordination; and facilitation of e-
government implementation.

e Srategy and policy making - Strategy formulation process must be
institutionalized to secure ownership and commitment to the strategy and to
ensure that e-government goals, policies, and strategies are consistent with the
country’s overall development. Having an inter- ministerial committee chaired by
the head of state indicates that high priority and leadership are given to e-
government strategy and policy making.

e Governance and coordination — E-government institutions should be able to
perform several governance and coordination functions include the followings:

o Developing government-wide information infrastructure, shared networks,
data centers, business processes, and one-stop service delivery centers

o Formulating e-laws and frameworks for IT (information technology)
governance

0 Mobilizing, prioritizing, and allocating resources for e-government
infrastructure and services

0 Monitoring, evaluating, and communicating lessons of experience,
providing feedback, and ensuring accountability.

e Facilitation of e-government implementation -- E-government institutions should
facilitate partnership in e-government investments and operations and promote
collaboration among government agencies for process innovation and integrated
solutions. It is handled in most countries by a single ministry responsible for e-
sector (vertical e-government) applications. Ministries involved with vertical or
sectoral applications often need technical support to implement their e-services. A
key function of e-government institutions is human resource development and
capacity building to help government agencies absorb and manage ICT.

Common support services—such as IT human resources development, public-
private partnerships, and IT procurement and contract management—may be
provided by a specialized central agency. In some countries, ICT agencies or
councils of chief information officers (CIOs) help share experiences and lessons
across ministries.

Characteristics of e-Government Institutions

The study describes the characteristics of e-government institutions in 30 selected countries,
as follows:
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e Strategy formulation
0 no steering committee, or
0 by steering/inter-ministerial committee/office
e E-government program coordination
o Policy and investment coordination (cross-cutting ministry such as finance,
treasury, economy, budget, or planning)
o Administrative coordination (ministry of public administration, services,
affairs, interior, state, or administrative reform)
0 Technical coordination (ministry of ICT)
e Choices of Facilitators for implementation
o No facilitator
0 Ministry of ICT
o ICT agency under other ministries (e.g., public services, finance)
o CIO council
o Public-private partnership/quasi-public ICT agency
The below is the analysis of the characteristics of e-government institutions in Thailand:
e performing the strategy formulation through steering/inter-ministerial committee/
office chaired by the head of government or cabinet office
e conducting the e-government program coordination based on the institutional
models of policy and investment coordination led by the Ministry of Finance and
also the technical coordination model lead by the Ministry of ICT to develop
government-wide information infrastructures, shared networks, data centers, and
common business processes and formulate e-laws and framework for IT
governance
e having the Ministry of ICT as a facilitator of the e-government implementation

Interim Report -Design and Implementation of e-Government Page 61



Design and Implementation of e-Government Institute for Information Technology Innovation
Project of Institutional Capacity Building on Faculty of Engineering, Kasetsart University
ICT Policies in Thailand Bangkok, Thailand

E-govemment program coordination

Policy and  Administrative

investment coordination Facilitator of implerentation
coordination (ministry of
Strategy formulation (ministry of  public admin- ICT agency
finance, istration, serv- under other
Steeringfinter treasury, ices, affairs, Technical ministries Public-private
ministerial economy, interior, state, coordination le.g., public partnership/
No steering committea/ budget, or or administra-  (ministry of Ministry of services, quasi-public
Country committee office planning) tive reform) ICT}  No facilitator ICT finance) CIO council ICT agency
Singapore X hd X et X
Slovenia X Wohed x! X
South Africa X X xt
Sri Lanka X X X X
|Thailand X3 X X X
Tunisia X8 Xa X
United
Kingdom X X X
United States X Xed Xed
Vietnam X Xod X

Source: Authors’ analysis.

Note: CIO = chief information officer.

a. Develop governmentwide information infrastructures, shared networks, data centers, and common business processes,

b. Formulate e-laws and frameworks for IT governance.

c. Mobilize, prioritize, and allocate resources for e-government infrastructure and services,

d. Monitore,

evaluate, and communicate lessons of expenence, providing feedback, and ensuring accountability.

e. Handle ICT procurement.

f. Process reenginesring.

@. Chaired by the head of state, head of government, or cabinet office.

Source: IC4D 2009: Extending Reach and Increasing Impact (Chapter 6), 2009, The International Bank for Reconstruction
and Development/The World Bank

Figure 3-1: Characteristics of e-Government Institutions —Thailand’s focus

The study (World Bank 2009) presents, in conclusion, these observations and suggestions for
further development of e-government institutional and governance mechanisms:

Identifying appropriate institutional functions and capabilities should guide
institutional development and capacity building efforts for better governance and
coordination of e-government programs.

The appropriate level of centralization and decentralizatioris a key consideration

in the design of national e-government institutions. The balance is often determined
by a country’s general political and institutional architecture and the availability and
distribution of local capacity.

Another key institutional design issue is thalance between on the one hand,
technological leadershipto invest in sound technologies and manage complex
systems development projects and, on the other Hamgihess and institutional
leadership to ensure general management ownership and true business process and
service transformation. Shifts to recent and hybrid models suggest that e-government
programs have evolved from computerization and online front-end delivery of
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services to organizational transformation. Governments are experimenting with and
learning to manage this new paradigm—>but it has taken about a decade for leading
governments to appreciate this paradigm shift.

e Another key lesson is the importance arbss-sector partnerships Adopting a
national e-government strategy will always demand a comprehensive policy approach.
The cross-cutting nature of ICT makes it highly challenging to use traditional
institutional arrangements that designate the entire agenda to a single ministry. E-
government requires strong coordination of activities among various government
agencies. Public leadership styles need to change from silo thinking and turf
protection to management through collaboration and partnerships across agencies.
Equally important is the need to build partnerships among government, the private
sector, and civil society to account for the needs and capabilities of the private sector
and civil society.

e Top-down leadership and institutional coordination must becomplemented by
bottom-up collaboration and local initiative. Centrally driven coordination alone
will not be sufficient for e-government to mature and lead to continuous innovation in
governance, service provision, and citizen participation. It must be complemented by
bottom-up initiatives, knowledge sharing, and incentives for collaboration across
bureaucratic boundaries. Implementation facilitation and peer-to-peer coordination are
essential complements to central coordination. National e-government institutions and
CIO councils are increasingly used to support their counterpart state- and municipal-
level e-government institutions and councils. Countries continue to innovate and
experiment with institutional arrangements to maintain an appropriate balance. These
innovations should be identified, evaluated, and disseminated.

e Further research is urgentlyneededto understand the governance and institutional
mechanisms needed to guide e-government.

3.2.2. E-Government Policy Structure and Governance Mechanisms in the UZ%.

To answer the question of why e-government initiatives which are commonly
implemented to achieve similar policy goals produce different outcomes in different
countries, the study examines e-government policy structure, which has been regarded as
one of the most important institutional arrangements for e-government promotion. This

27 This part summarizes and directly extracts ffEme Institutional Dimension of e-Government Promotion: A Comparative
Study on Making ‘Business Reference Model (BRM)' in the U.S. and,i8#ek-Jin Eom, Soon Chun Hyang University,
NCDG (National Center for Digital Government) Working Paper No. 10-001, February 2010 --- The Business Reference
Model (BRM) is one of the reference models of the U.S. Federal Enterprise Architecture fraroemsidered a ‘blue

print’ for building effective and efficient e-government both the U.S. and Korea
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study examined the e-government policy structure of the Bush Administration in the U.S.
The issues of organizational arrangements and managerial tools for control and
coordination for e-government are parts of this study report.

Organizational Arrangements

Public organizations had participated in the e-government building process, carrying out
their own functions as illustrated in the below Table. In addition, the departments or the
agencies which were concerned with the e-government initiatives were designated
‘Managing Partners’ of the initiatives. For example, the Department of Education was the
Managing Partner of ‘Online Access for Loans’, which was one of the initiatives of the
‘Government for Customers (G4C) area. The Managing Partners took charge of
supporting implementation of e-government and mobilizing resources.

Agency Functions
Department of - Establishing policies for IT standards
Commerce (NIST)
General Service - Administrating E-Government Fund
Administration (GSA) - Supporting CIO Council

- Providing framework for interoperability of electronic signature

Office of Personnel - Analyzing the personnel needs related to IT and IRM
Management (OPM) - Identifying demand of information resource management, training,

personnel needs
- overseeing training methods and training on IT
- assessing the training of Federal employees in IT disciplines

Office of Federal - Developing effective e-procurement

Procurement Policy (OFPR)- Supporting the innovative e-procurement policy

Office of Information - Administrate information policy for federal government

and Regulatory Affairs - Collaborating with Office of e-Government on e-government policy

(OIRA) such as capital planning and investment control; the development of
Enterprise Architecture (EA); information security; privacy; etc.

Each federal agency - Complying with the requirements of the E-Government Act of 2002

- Ensuring that information resource management policies and
guidance established

- Supporting the e-government policy of OMB and GSA

- Developing performance measures of e-government

- Avoiding diminishing access

- Enhancing the accessibility to people with disabilities

- Sponsoring activities that use information technology to engage the
public in development and implementation of policies and programs

- Making and submitting E-Government Status Report
- Taking responsibility to use or manage IT to deliver government
information and services W

Source: The Institutional Dimension of e-Government Promotion: A Comparative Study on Making ‘Business Reference
Model (BRM)' in the U.S. and Korea, NCDG Working Paper No. 10-001, 2010

Table 3-2: Roles and Responsibilities of Federal Agencies in the E-Government Building Process (2002)
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The Office of E-Government assumed a leadership role for e-government building in the
Bush administration. It was delegated its managerial tools via the legal framework and
supported by the President’'s Management Council (PMC) as well as other Office of
Management and Budget (OMB) staffs, members of the CIO, CFO, and Procurement
Executive and Human Resources Councils.

In order to enhance its leadership, daily management and coordination, the Office of E-
Government set its organizational structure as follows. First, the Office hired four
Portfolio Managers for each of the four citizen segments: G2C, G2B, G2G, and Internal
Efficiency and Effectiveness (IEE). Each portfolio manager reported to the Associate
Director for E-Government and IT, who was responsible for overseeing progress in the
field of E-Government initiatives. To promote coordination among e-government
initiatives, portfolio steering groups were formed to focus on E-Government in
cooperation with other federal management councils, federal agencies, local governments
and the CIO Council. The Committees also support their corresponding portfolio
manager, an OMB employee, who is responsible for making government more citizen-
centered through daily interaction with the managing partners who they oversee.

Managerial Tools for Control and Coordination
a) Tools based on authority

The OMB developed several evaluation frameworks for control and coordination in e-
government building. Firstly, the OMB developed the ‘traffic-light’ scorecard. With this
framework, each federal agency’'s e-government initiatives results as well as other
President Management Agenda (PMA) had been monitored over a quarter of a year. The
results were reported during a cabinet meeting and related to the allocation of budget for
e-government initiatives. In addition, the Office of e-Government developed evaluation
framework only for e-government initiatives. For example, the indexes such as (1)
Adoption/Participation; (2) Usage; and (3) Customer Satisfaction, were adopted for
evaluating e-government initiatives. Moreover, the OMB set the midterm performance
and production baselines for each e-government initiative and had monitored whether
they were achieved or not. Particularly, in order to check each agency’s implementation
of the FEA, the Office developed an assessment tool for agencies to evaluate their
enterprise architectures and for the OMB to monitor each agency’s improvement of the
FEA adoption

b) Tools based on budget

The Office of e-Government has used control and coordination tools based on budget.
Firstly, the Office could utilize the e-Government Fund of the fiscal years under the E-
Government Act of 2002. In the course of distributing the Fund, the Administrator of the
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Office should establish procedures for accepting and reviewing proposals for funding and
assist the Director in coordinating resources that agencies receive from the Fund with
other resources available to agencies for similar purpose.”

Secondthe Office of e-Government strengthened its collaboration with the budget

office of the OMB. The two offices held regular meetings based on the E-Government
Act of 2002 and discussed the status of e-government initiatives and budget allocations
for them. This collaboration provided the institutional background for the ‘budget power’
of the Office of e-Government. That is, the budget threats were, to counter the resistance
from agencies who were against the OMB’s e-government policy principles, have been
used through the linkage of e-government initiatives and budget process.

Thirdly, the evaluation frameworks of the e-government initiatives were linked to
budget allocations. The results of the evaluations were directly reflected in the up-coming
year’'s budget because they were carried out by the OMB. Hence the two types of the
managerial tools have had a synergetic effect on performance management of e-
government initiatives

c) Tools based on persuasion

The Office of E-government joined established committees and made new forums which
were responsible for enhancing the degree of collaboration and sharing of experiences
and information among federal agencies. First, the Office participated in the established
committees. For example, it established a partnership with the President’'s Management
Council (PMC) whose members consisted of high-ranking officials in federal agencies.
By that time, the first administrator in the Office of E-Government, let the members of
the PMC participate in important decision-making processes, such as the selection of e-
government initiatives, serving as representatives of each federal agency. In taking this
approach, he tried to establish the political legitimacy of e-government policy.

In addition, the CIO council served as a cross-agency forum used to discuss e-government
promotion. The Administrator of the Office should lead activities of the Council on behalf
of the

Deputy Director of Management, a chairperson of the Council according to the E-
government Act of 2002. The members of the CIO council also participated in a steering
committee for the Office of E-government, which was intended to enhance collaboration
related to e-government policy.

Second, the Office established new committees and forums. For example, it formed
‘Portfolio Steering Committees’ which served under the Administrator. The Committee
members were from agencies that make up the project teams for each of the initiatives.
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And the steering committees will advise agency program managers concerning their
initiatives and help remove barriers to the implementation of the initiatives. In addition,
the Office set the forum for each initiative. For example, Chief Architect Forum (CAF)
was newly formed by the Office to encourage chief architects of agencies to share their
experiences and advise the Federal Chief Architect at the Office throughout the course of
implementing the FEA.

E-Governance Structure for E-Governmefit

One of the most significant barriers to successful implementation of e-government is the
resistance of organizations to change. To succeed will require an effective governance
structure to overcome the barriers and implement the changes necessary. This includes
substantial, long-term commitment by senior management. The Administration is using
the President's Management Council (PMC) to ensure this management commitment.

PMC members volunteered to be “managing partners” for each of the initiatives. Other
members volunteered to participate in those efforts as partners. The managing partners are
establishing program offices to ensure that the initiatives are implemented, and the
partners will cooperate in the planning and implementation of the initiative. OMB is
overseeing this process and working with the agencies on adequate funding for the
initiatives. Consequently, OMB has hired four Portfolio Managers, reporting to the
Associate Director for IT and e-government, who are responsible for overseeing progress
in the E-Government initiatives.

The PMC will also focus on organizational and process changes across government
agencies to facilitate citizen-centered transformation. As such, the Council will be a key
component of governance for the transformation of the federal government to e-
government. To help this transformation, the CIO Council, with participation from the
other federal management councils, will form portfolio steering groups to focus on e-
government in each of the four citizen segments: G2C, G2B, G2G, and Internal
Efficiency and Effectiveness. Portfolio Steering Group members will be from agencies
that make up the project teams for each of the initiatives. In addition, the G2G Steering
Committee will include representation from official state and local government
organizations. The steering committees will advise agency program managers concerning
their initiatives and help remove barriers to the implementation of the initiatives. The
Committees will also support their corresponding portfolio manager, an OMB employee
who is responsible for making government more citizen centered through daily
interaction with the managing partners who they oversee.

2 Thijs part summarizes and directly extracts flei@Government Strategfxecutive Office of the President, Office Of
Management And Budget, February 2002
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Metrics will be used to track progress both for the agency and the cross-agency e-
government. The President's Management Council will be closely involved and track e-
government progress at its regular meetings. OMB will be working with Department and
agency e-government leaders, as well as their CIOs, to ensure success. Progress will be
tracked for each e-government initiative, and agency success and cooperation will be
documented in the President’'s Management Agenda Scorecard.
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Source: E-Government Strategy 2002
Note: CIO- Chief Information Officer, HR- Human Resources; IPT -Integrated Project Team

Figure 3-2: E-Governance Structure for E-Government, U.S.A. (2002)
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3.2.3. E-Government Policy Structure and Governance Mechanisms in the
Republic of Korea®

This study examined the e-government policy structure of the administration in Republic
of Korea. The issues of organizational arrangements and managerial tools for control and
coordination for e-government are parts of the study report.

Organizational Arrangements

Several public organizations had participated in the e-government building process. The
Special Committee, the Ministry of Government Administration and Home Affairs
(MoGAHA) and the Ministry of Information and Communication (MIC) were the major
actors in the process. The Ministry of Planning and Budget (MPB) was another important
actor because it possessed budget power. In addition, other government agencies
participated in e-government initiatives following the guidance and technological advice
of the Special Committee, the MOGAHA, and the MIC. However, the Special Committee
was lastly transformed into just an ‘advisory committee’ for e-government policy.

Managerial Tools for Control and Coordination

The only workable tool is the tool based on persuasion. The Special Committee itself was
established for enhancing persuasion and coordination among government agencies,
especially among the major departments related to e-government. The executives of the
MoGAHA, MIC and MPB were included as representatives of ministries along with
members from the private sector. The Special Committee with several subcommittees
were established according to service fields. The team leaders were members of the
Special Committee and high-ranked officials of ministries participated in the sub-
committees. It was these sub-committees having restrictively enhanced the
communications and collaboration among ministries in the course of e-government
building.

3.2.4. Institutional Structure for E-Government of Vietnam *°

The development of e-government of Vietnam is aimed to ensure the timely delivery of
necessary information and gradually provide online public services and one-stop shop

2 This part summarizes and directly extrgoten the Institutional Dimension of e-Government Promotion: A Comparative
Study on Making ‘Business Reference Model (BRM)' in the U.S. and,i8@ek-Jin Eom, Soon Chun Hyang University,
NCDG Working Paper No. 10-001, February 2010

30 This part summarizes and directly extracts framtitutional Structure and Enabling Environment for e-Government of

the Government of Vietnamresented in the Workshop on Capacity-Building on Back Office Management for
E/Mgovernment in Asia and the Pacific Region, 2008, United Nations Division for Public Administration and Development
Management, Department of Economic and Social Affairs.
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services to citizens and businesses at any time. This was seen to help its citizens and
businesses work with government offices quicker, more convenient and timely.
Therefore, to achieve the e-government development, the Government of Vietham has
reformed the organization, management, and supervision to make it more active,
transparent, efficient and effective based on the comprehensive support of ICT and IT. It
definitely included the direct participation and full commitment of the highest-ranking
leaders in its development of e-Government.

In strengthening the organization, management and supervision, the Government of
Vietnam had encouraged and promoted the following activities:

e Consolidating ICT application programs in government offices for the
development of e-government in Vietnam to facilitate the management and
supervision.

e Having the projects owned by ministries and localities working under the
supervision and management of such ministries and localities.

e Strengthening the ICT National Steering Committee

e Having the Ministry of Information and Communicatidmes the standing office.
The institutional structure for e-government of Vietnam is described as follows:
A. Ministry of Information and Communications (MIC)

The Ministry of Information and Communications of the Socialist Republic of Vietham is
the policy maker and state regulator in the field of press, publication; posts and postal
delivery; telecommunications and Internet; transmission; radio frequency; information
technology, electronics; broadcasting and national information infrastructure; public
services of all sectors, fields under its legal functions.

Organization of MIC

(a) Consultative boards
= Department of Posts
= Department of Telecommunications
= Department of Information Technology Industry
= Department of Science & Technology
= Department of Planning & Finance
= Department of International Cooperation
= Department of Legal Affair
= Department of Organization and Human Resources
= Department of Inspection
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= Ministry Office

(b) Functional units
= Radio Frequency Department
= Posts and ICT Quality Control Directorate
= Directorate for IT Application Promotion

(c) Member unit
= National Institute of Information and Communications Strategy
= National Institute of Software and Digital Content Industry of
Vietnam (NISCI)
= Vietnam Internet Network Information Center (VNNIC)
= Posts and ICT Information Center
= Posts and Telecommunications Journal
= Vietnam Posts and ICT Newspaper
= Posts and ICT Publishing House
= Vietnam Public-utility Telecommunication service Fund
= Viet Nam Computer Emergency Response Teams (VNCERT)

(d) Enterprise
= Vietnam Multimedia Corporation (VTC)

Responsibilities of MIC to E-Government.

1) To manage and coordinate with concerned ministries and ministerial-level
agencies in organizing information technology application in state
agencies’ operations

2) To submit to the Prime Minister for promulgation a national program on
information technology application in state agencies’ operations

3) To formulate professional criteria of ranks of information technology
staffs

4) To assume the prime responsibility for formulating a standard design for
national information systems

5) To coordinate with concerned agencies in guiding the formulation and
effective implementation of information technology application projects in
state agencies

6) Other tasks provided for in the Decree and relevant law
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B. Ministry of Home Affairs, (MOHA)

Responsibilities of MOHA to E-Government

1) To assume the prime responsibility for, and coordinate with the MIC in
guiding the functions, tasks, powers and payroll of specialized information
technology units in state agencies

2) To formulate and promulgate criteria of the title of chief information
technology officer and guide ministries, ministerial-level agencies,
government-attached agencies and provincial-level People’s Committees
to uniformly apply these criteria

3) To elaborate and promulgate regulations on the storage of digital
information by state agencies

C. Government Office

Responsibilities of Government Office to E-Government

1) To assume the prime responsibility for, and coordinate with the Ministry
of Home Affairs and concerned agencies in, providing for e-forms used for
transactions among ministries, ministerial-level agencies and government-
attached agencies

2) To assume the prime responsibility for, and coordinate with the Ministry
of Home Affairs and concerned agencies in, guiding the improvement,
standardization and application of common work processes so as to ensure
synchronous work processes among state agencies

D. Government Cipher Committee

Responsibilities of Government Cipher Committee to E-Government

1) To assume the prime responsibility for elaborating, and proposing the
promulgation of, legal documents on coding in information safety and
confidentiality

2) To elaborate, and propose the promulgation of, standards and technical
regulations on coding in information safety and confidentiality

3) To test, assess and certify coding products used in activities of state
agencies

4) To put to operation systems to protect coded state secrets
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E. Ministry of Public Security (MPS)
Responsibilities of MPS to E-Government

The Ministry of Public Security shall ensure security in information
technology application; investigate and handle crimes in the information
technology domain.

F. Ministries, ministerial-level agencies, government-attached agencies and
provincial-level People’s Committees

Responsibilities to E-Government
1) To elaborate, and organize the implementation of, five-year and annual
plans on information technology application in their operations
2) To perform or request responsible agencies to perform defense and
security tasks and other urgent tasks in accordance with law
3) To evaluate the impact of information technology on the fulfillment of
their functions, tasks and powers, including:
a. Public administrative services
b. Labor productivity and efficiency
c. Renewal of organization and operation

G. Heads of state agencies

Responsibilities of Heads of state agencies to E-Government

1) To personally direct and take personal responsibility for information
technology application in their respective domains, localities,
organizations or agencies

2) To direct the elaboration of five-year plans and approve annual plans on
information technology application in their respective domains, localities,
organizations or agencies

3) To decide on measures for effective implementation of information
technology application plans

4) To decide on the organizational apparatus, personnel and operation of
specialized information technology units in their organizations or agencies
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H. Systems of specialized information technology units in state agencies

Mandate

1) Ministries, ministerial-level agencies and government-attached agencies
shall designate one subordinate unit to be in charge of information
technology in their branches.

2) State management agencies in charge of information technology in
provinces and centrally run cities shall act as specialized information
technology units in their respective localities.

3) Ministries, ministerial-level agencies, government-attached agencies and
provincial-level People’s Committees shall specify the functions, tasks,
organizational apparatus and operation of specialized information
technology units in their respective branches or localities.

Major functions and tasks of specialized information technology units

1) To propose, elaborate, and organize the implementation of, five-year and
annual plans on information technology application

2) To elaborate regulations and rules on information technology application
activities in their respective branches or localities and submit them to
heads of agencies for consideration and decision and organize these
activities

3) To collect, store and process information in service of their agencies’
leaders’ direction and administration work

4) To manage, operate, and guide the use of, information infrastructure in
service of direction, administration and professional work in their
respective branches and localities; to assure technical and information
safety

5) To build and maintain the operation of websites of their respective
branches or localities; to organize and ensure technical issues for the
provision of public administrative services

Chief information technology officers

Heads of specialized information technology units in state agencies shall hold
the post of chief information technology officer and be responsible for
organizing and administering information technology application activities.

Major tasks and powers of chief information technology officers
1) To directly advise and assist their agencies’ leaders in formulating
strategies, policies and plans on information technology application in
their respective branches or localities
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2) To organize and administer the implementation of information technology
application plans already approved

3) To direct the elaboration of regulations and guidance on technical and
professional management in information technology application in
conformity with prescribed technical standards and regulations; to
propose, and direct the formulation of standards and technical regulations
on information technology

4) To participate in directing coordination with other state agencies in
formulating and organizing the implementation of inter-sector information
technology application projects

I. Coordination among state agencies

To encourage ministries, ministerial-level agencies, government-attached agencies and
provincial-level People’s Committees to realize information technology application
initiatives, programs and projects, the coordination of two or more agencies aims at:
1) Enhancing compatibility between information infrastructures of state
agencies
2) Facilitating e-transactions among state agencies and between state
agencies and organizations or individuals

3.2.5. E-Government Governance in Singapor&

Singapore developed the first national ICT plans in 1980. Successive plans and e-
government institutions have become increasingly broadened, deepened, and
decentralized.

Singapore's e-government started in the early 80s with the goal of transforming the
Government into a world-class user of information technology. The Civil Service
Computerization Programme (CSCP) automated work functions and reduced paperwork
for greater internal operational efficiencies.

Implementation of e-government in Singapore is led by the Ministry of Finance (MOF).
As the e-government owner, MOF sets the policy direction on use of ICT in the
Government, provides funding for whole-of-government programs and projects, and
champions whole of government ICT initiatives.

Working closely with MOF, the Infocomm Development Authority of Singapore (IDA)

acts as the Chief Information Officer for the Government (Government CIO). IDA was
created in 1999 with the merger of the National Computer Board and the
Telecommunications Authority of Singapore. The Authority operates under the Ministry

%1 Sourcehttp://www.egov.gov.sg/about-egov-e-governaandhttp://www.ida.gov.sg
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of Information, Communications, and ti#ets. As the Government CIO, it drives the
implementation of Singapore’s e-government action plan and provides the technical
expertise for various e-government programs, under the guidance and oversight of the
inter-ministerial E-government Policy Committee and the Ministry of Finance’'s E-
government Office. IDA provides technical advice and recommendations, master
planning and project management services to MOF and other government agencies in the
implementation and management of e-government programs. It also plays a key role in
defining government-wide ICT policies, standards and procedures and conceptualizing
and managing whole-of-government projects.

The Assistant Chief Executive of IDA currently holds the position of the Government
Chief Information Office (CIO) of Singapore. The responsibilities are to champion and
oversee whole-of-government ICT initiatives to maintain Singapore Government's
leadership position as an innovative user of infocomm technologies to provide public
services; and to co-create and connect with its people.

To secure ownership of e-government by civil servants, the InfoComm Development
Authority has been empowering public officers with training and resources for ICT-
enabled innovation and knowledge sharing. The InfoComm Education Program was
launched to equip officers with needed ICT skills, and the Knowledge Management
Experimentation Program provided seed funding to encourage public agencies to pioneer
knowledge management projects that nurture knowledge sharing. Some of the technical
expertise developed in the public sector under the InfoComm Development Authority was
subsequently transferred to semipublic enterprises such as National Computer Services to
deliver e-government advisory services beyond Sing&pore

Meanwhile, every government agencies also appoints the agency CIOs who are
responsible for agency-specific infocomm technologies, infrastructure and services within

their own organizations. Agency ClOs assist Permanent Secretaries of Ministries, Heads
of Organs of State and Chief Executive Officers of Statutory Boards to

e articulate the organization's vision in the exploitation of ICT,;

e dign ICT policies, standards, projects, systems and infrastructure with those of the
central authority, to meet business needs and priorities;

e provide leadership in the planning and prioritization of IT initiatives, in alignment
with the eGov2015 master plan

e ensure appropriate management attention, manpower and monetary resources are
given to implement infocomm technology initiatives.

32 Hanna and Qiang 2009, IC4D 2009: Extending Reach and Increasing Impact (Chapter 6), World Bank
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3.2.6. Institutional Structure for e-Government Implementation in Switzerland*?
Institutional Structure

The organizational structure for implementation of the ‘e-Government Strategy
Switzerland’ is governed as follows by the Framework Agreement under Public Law on
e-Government Cooperation in Switzerland.

Steering committes

Advisory Board
eCH| cCG| Programme Office
S Tur—
Project leader Project leader Project leader Project leader Project leader
organisation organisation organisation organisation organisation
Service 51 Service 52 Service Sx Prerequisite P1 Prerequisite Px
ks v L 4 L L
Projects to 51 Projects to 52 Projects to Sx Projects to P1 Projects to Px

v ¢ ¢ v

Figure 3-3: Organizational Structure for Implementation of e-Government Strategy in Switzerland

Steering Committee

The Steering Committee is responsible for the coordinated implementation of
the e-Government Strategy Switzerland. A Steering Committee with three
high-ranking representatives each from the Confederation, the cantons
(provinces/districts), and the municipalities constitutes the core of this
organization.

Members

« Federal Councillor, Federal Department of Finance (FDF) -- Chair

« Federal Councillor, Federal Department of Economic Affairs (FDEA)
o Federal Chancellor, Federal Chancellery (FC)

« Governing council, canton of Jura

« Governing council, canton of Lucerne

« State writer, canton Thurgovia

33 Source: http://iwww.egovernment.ch/en/index.php
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e Cantonal Councillor, Member of the Committee of the Swiss Association of
Municipalities

« President of Municipality of Tobel-Tagerschen (TG)

« President of City of Winterthur (ZH)

Responsibilities

According to the Framework Agreement, the Steering Committee has the

following responsibilities and powers in particular:

1) Define and update the Catalogue of Priority Projects (services and
prerequisites).

2) Designate lead organizations for the implementation of priority projects
and, where necessary, supports in the drafting of special agreements

3) Take note of the special agreements submitted to it by the lead
organizations.

4) Steer and monitor implementation of the Strategy, in particular, also the
elaboration of laws, and decide on updated planning and implementation
instruments, and periodically review the progress of implementation.

5) Mediate disputes between contracting parties, advocating an amicable
settlement.

6) Brief the Federal Council, the Conference of the Cantonal Governments
(CCG), the Association of Cities, the Association of Municipalities, and
other interested bodies on its decisions.

7) Designate the members of the Advisory Board

Advisory Board

The Advisory Board is composed of a maximum of nine experts from

administration, the private sector, and academia. It advises the Steering
Committee, the Programme Office, and the organizations in charge of
implementation projects on legal, technical, and organizational issues. The
Delegate for Federal IT Steering is member of the Advisory Board.

Members

e Representative of Federal IT Steering Unit (FITSU) -- President

e Representative of Federal Office of Justice (FOJ)

e Representative of Cantonal administration of Fribourg

¢ Representative of Swiss Federal Statistical Office (FSO)

e Representative of City of Bllach

e Representative of “Centro sistemi informativi (CSI)”, Ticino

e Representative of Competence Centre Public Management and E-
Government, Bern University of Applied Sciences
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e Representative of LeShop.ch
¢ Representative of State Secretariat for Economic Affairs (SECO)

Responsibilities

According to the Framework Agreement, the Advisory Board has the
following responsibilities:

1) Review the technical aspects of the upcoming agenda items and projects,
and issue recommendations to the Steering Committee.

2) Advise the Program Office and the lead organizations on the
implementation of priority projects with respect to technical, and
organizational questions.

Program Office

As the administrative unit of the Steering Committee, an e-Government
Switzerland Program Office contained within the Federal IT Steering Unit
(FITSU) will coordinate implementation of the strategy.

Office Staff / Collaborators

e Manager of Program Office E-Government Switzerland
« Program-Monitoring

e Program-Communication

« Project Manager

Responsibilities:

According to the Framework Agreement, the Program Office has the

following responsibilities:

1) Prepare the agenda items of the Steering Committee and the Advisory
Board and keep minutes of the meetings, and monitor implementation of
the decisions of the Steering Committee

2) Act as the contact point for lead organizations and is responsible for the
development and cultivation of the network of relationships with the
cantons and the involved federal offices.

3) Support the lead organizations in their preparation of special agreements
and, in cooperation with the Swiss IT Conference (SIK/CSI), supply
financing models and sample contracts.

4) Ensure the necessary transparency through appropriate communication
measures, maintain and update the implementation instruments on behalf
of the Steering Committee and publish them on the internet.
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5) Work together with the Conference of Government Chancellors and the
Secretariat of the SIK/CSI as a communication and coordination hub for
the cantons and the municipalities.

6) Ensure controlling of the implementation of the e-Government Strategy.

7) Observe the e-Government activities in Switzerland and abroad, and
identify duplications and potential synergies

8) Submit an annual report on the status of implementation to the Steering
Committee.

Project Leader Organizations

Due to the diversity of the priority projects in the e-government catalogue,

sponsorship and financing are defined in accordance with the applicable

demands and, where necessary, set out in a special agreement. For this

purpose, the Steering Committee designates lead organizations for each

priority project. The suitable organizations are :

« those with suitable and sufficient resources and experience to take on the
role;

« those whose scope of responsibilities covers such projects; and

« those which have already undertaken preparatory work for the project.

Responsibilities:

The responsibilities and powers of the lead organizations are governed by the

Framework Agreement:

1) Designate their project leaders

2) Be responsible, in cooperation with other participating stakeholders, for
lawmaking concept and a sustainable financing and organizational concept

3) Guarantee compliance with standards, monitor interoperability of the
solutions developed, and regularly report to the Programme Office as part
of a monitoring process on the status of work

4) May approach, via the Programme Office, the Advisory Board for
technical support

5) may submit applications, via the Programme Office, to the Steering
Committee for the financing of projects;

Partner Organizations

e-Government in Switzerland only works if all three levels of government
(Federal Administration, provinces/districts, cities / municipalitees) linked

and work together with associations, universities, and universities of applied
sciences
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Controlling Process

The controlling process for the e-Government Strategy Switzerland encompasses
information gathering and evaluation as well as the derivation and execution of corrective
measures to steer implementation of the Strategy. As a steering instrument, it uses goal-
oriented presentation of information to support the decision-making and steering
processes.

There four dimensional control of management are:

e Implementation of priority projects

¢ Implementation of the Framework Convention in the cantons and municipalities
¢ Positioning of the e-Government Switzerland in international comparison

¢ Evaluation of e-government from the perspectives of target groups/end users

3.3. Thailand’s E-Government Institutional Structures and Governance

This part explores what Thailand has and implements presently in relevance to e-government

institutional structures and governance. And later, lessons learned and the best practices
benchmarking will be compared with selected success cases such that some improvement and
more effective mechanisms that best fits to Thailand’s case can be further proposed in the

subsequent report.

Relevant e-Government Development Strategies

The development of e-Government in Thailand has been driven and supported by certain
policy frameworks and master plans, namely Thailand Information Technology (IT) Policy
Framework (2001 — 2010), followed by Thailand Information and Communications
Technology (ICT) Master Plans (2002-2006 and 2009-2012), and then currently the Thailand
Information and Communications Technology (ICT) Policy Framework of 2011-2020, with
the aim to manage government office systems for their enhanced efficiency and
transparency and to create opportunities for people to access government services thoroughly
and equally® Those ICT policy frameworks and master plans laid the development
strategies to promote the smart government and e-governance by establishing a central
agency for driving e-government and setting the mechanisms for cross-agency collaboration
and coordination between public and private sectors in delivering government services.

34 Executive Summary, Thailand Information and Communication Technology (ICT) Policy Framework (2011-2020):
ICT2020, May 2011. Available at http://Junpanl.un.org/intradoc/groups/public/documents/ungc/unpan048145~1.pdf
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The Thailand ICT Policy Framework for the year 2011-2020 (ICT 2020) had laid the
strategy to build the smart government using ICT for government service innovation and
good governance. This strategy aims to develop the smart government that is characterized
by intelligence, integration, inclusion, and good governance, through the following activities:

e Setting up a central agency responsible for driving e-governrbgndrafting a

plan that will guide e-government and design the government ICT architecture to
be used as the development framework for ICT systems of government agencies.
It will also set ICT standards and implementation guidelines, with an emphasis on
open standards, in order to allow different technologies to work together.
Stipulate approaches in developing and providing common services which are
needed for government agencies, to optimize resource use and participation in
budget allocation for ICT and large ICT government projects. Approaches and
methods should be set in encouraging cooperation between public and private
sector in delivering government services.

e Setting up and strengthening the Government CIO Cournilich will be
composed of CIOs from various government agencies at the central and local
levels.

The second Thailand ICT Master Plans for the year 2009-2012 had also laid the ICT
development strategy of using ICT to improve governance in administration and services of
government agenci€d. A citizen-centric approach is adopted to provide services in an
efficient, effective, transparent and fair manner and also participation from all relevant
sectors is encouraged. An established central agency shall take charge of designing the
government ICT architecture, devising a policy framework for information and information
sharing, and setting needed ICT standards in line with global standards. This will allow all
government agencies to link and exchange information in a united and efficient manner. In
addition, the mechanisms to encourage collaboration between government agencies and with
private sector need to be developed

Administrative decentralization from the center to the local level was an important issue in
the 2007 Thai Constitution. It puts emphasis on promoting local governance, public
participation and continuously increasing decentralization by giving power to local
administrative organizations. The transfer of duties includes several areas such as public
administration, human resource management, fiscal management, ICT infrastructure
development and development of monitoring and evaluation systems. Public participation in
the management of local administrative organizations has also been promoted, as appropriate.
The role of ICT as an important tool will expand in helping to ensure that public

35 Executive Summary, Second Thailand information and Communication Technology (ICT) Master Plan (2009-2012)
(Revision), November 2008. Available at
http://eng.mict.go.th/images/stories/File/epublic/no10_Executive_summary[Eng].pdf
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administration is transparent and accountable, with information that is accessible to the
public. It will also help in providing a channel for the public to express itself and give input
into decision-making by the government and local administrative organizations on various
issues. This will have both positive and negative impacts on people’s lifestyles, in accordance
with the democratic approach. It will become a gathering hub that transcends limits and
borders. Furthermore, it will also be a tool in strengthening individuals, communities and
local areas, in matters related to politics, society and the economy. E-government is a primary
mechanism in moving Thailand towards information society, and becomes an important tool
in undertaking public administrative reform, allowing it to become more modern, more
flexible and more effective.

e-Government Institutionalization

To drive the ICT development in ThailanMlinistry of Information and Communication
Technology (MICT)was established in 2002 by the Bureaucratic Restructuring Act of B.E.
2545 (2002) with the following agencies and state enterprises under its aegis: Office of the
Minister; Office of the Permanent Secretary; Department of Post and Telegraph;
Meteorological Department; National Statistical Office; Software Industry Promotion Agency
(Public Agency), TOT Public Company Limited, CAT Telecom Public Company Limited
and Thailand Post Company Limited. Its duties concern with planning, promoting,
developing, and conducting activities related to information and communication technology,
meteorology, and statistics, and other civil services.

According to the above-mentioned Act of B.E. 2545 (2002), it is the Office of the Permanent
Secretary of MICT (by the e-Government Promotion and Development Bureau) that has
performed the duties to plan and promote the e-government development of Thailand and
also coordinate among concern parties in both government and business sectors. In achieving
this, the Office of the Permanent Secretary has undertaken several related flagship projects,
including, for example, the Thailand e-Government Interoperability Framework (TH-eGIF)

as a policy guide and methodology for developing SMART connected e-Government
platforms that enable the seamless flow of information interchanges across government
agencies for better government administration and better services to citizens in various
sectors.
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Figure 3-4: Organizational Structure of MICT, Thailand

However, with the view to enable the government to materialize its policy for the best
benefits of the public and business sectors, in 2011 the Cabinet approved the establishment of
Electronic Government Agency (Public Organization) (E&Aa government body under

the Ministry of Information and Communication Technology. Its main responsibility is to
drive the implementation of electronic government activities, encourage the implementation
of public online service and increase opportunities and equal access to the government
services.

One of EGA’s goals is to fulfill and increase security in the government’s electronic services.
Other responsibilities of EGA include the research, development and management of e-
government infrastructure, architecture and standards for e-Government system. At the same
time, EGA provides consultancy to government offices in applying information and
communications technologies related to e-Government services to achieve a single standard
that is in line with the international standard. Other than that, skill enhancement for IT
personnel working in supporting the e-government services and proper information
dissemination are under EGA’s hands.

% Source: http://www.ega.or.th
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Figure 3-5: Organization Structure of E-Government Agency (EGA), Thailand
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Governance Mechanisms

Ministry of Information and Communication Technology of Thailand (MICT) also serves as
the secretariat of the National ICT Committee that is chaired by the Prime Minister and
responsible for initially approving national ICT policies prior to seeking official approval of
the Cabinet. However, a mechanism is to be set for coordinating and linking the National ICT
Committee with other national committees that are responsible for related work to ensure that
moving forward the ICT development agenda and the overall implementation will be unified
and make effective use of national resources.

A mechanism in coordinating work across agencies as well as across sectors effectively,
leading to lateral integration is set to allow delivering services in a seamless manner, keeping
a user-centric approach. National resources would be; therefore, used effectively, eliminating
duplication, with a Government Chief Information Officer (CIO) Council in place. The
Government CIO is expected as the central body in coordinating across ministerial works. It
cooperates with the Government CIO Council and/or CIOs of government agencies in
different areas, including in the preparation and review of the ICT budget. This is to ensure
that the budget will be allocated efficiently and in accordance with the principle of good
governance in management. For cross-sectoral ICT development, the ministries and public
agencies with most relevant mandates will be assigned by the Cabinet to take charge of those
specific sectoral missions and host the implementation of related tasks. The mostly-used
mechanism is to set up an inter-agency committee for management and control.

MICT has taken the lead to develop governance mechanisms to establish the high-level
management control and supervision in the implementation of e-government programs and
for cross-agency collaboration and coordination with the private sector. In 2011, MICT set
up the working group, comprising of representatives from ministries and businesses and
chaired by the Deputy Permanent Secretary of MICT, to especially consider the governance
mechanisms for effective e-government implementation in Thailand, in particular, the

standardization of e-government interoperability to ensure the development of integrated
services across government organizations for delivering citizen-centric public services.

The working group mutually agreed, after series of meetings, on the two options of
managerial schemes for control and coordination of e-government implementation,
depending upon the timeframe of bureaucratic process required for official approval. Those
optional schemes are the establishment of either 1)Cinamittee for e-Government
Integration and Developmentommittee or 2) theCommittee for Standardization of
Interchanged Government Information.

The process in establishment of the Committee for e-Government Integration and
Development committee is more complicated and takes some time since it needs to seek the
Cabinet’'s approval while the establishment of the Committee for Standardization of
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Interchanged Government Information can be approved with the authority of Ministry of
Information and Communication Technology. However, the MICT has already proposed the
first option to the Cabinet for consideration and is currently on-going process.

The composition and duties of both proposed committees are as follows:

a) Committee for e-Government Integration and Developmisntproposed for
establishment as a sub-committee under the National Information and Communication
Technology Commission (NIT&) with approval of the Cabinet. The following
composition and duties of the Committee are proposed:

Composition

1) Minister of MICT (Chairman)

2) Permanent Secretary of MICT (Vice Chairman)

3) CIO/Representative from Ministry of Finance

4) CIlO/Representative from Ministry of Agriculture and Cooperatives

5) CIO/Representative from Ministry of Transport

6) CIlO/Representative from Ministry of Natural Resources and Environment

7) CIO/Representative from Ministry of ICT

8) CIO/Representative from Ministry of Energy

9) CIO/Representative from Ministry of Commerce

10) CIO/Representative from Ministry of Interior

11) CIO/Representative from Ministry of Justice

12) CIO/Representative from Ministry of Labour

13) CIO/Representative from Ministry of Science and Technology

14) CIlO/Representative from Ministry of Education

15) CIlO/Representative from Ministry of Public Health

16) CIO/Representative from Ministry of Industry

17) CIlO/Representative from Office of the Prime Minister

18) CIO/Representative from Office of the Public Sector Development
Commission

19) Deputy Permanent Secretary of MICT (Secretary)

20) Director of e-Government Promotion and Development Bureau, MICT
(Assistant Secretary)

Duties The Committee shall perform the following duties:

1) Formulate/establish policies, strategies, and action plans of ICT development
such as the development of Government Information Network: GIN),
information standardization, CIO Council, funding approval for ICT projects

37 National Information and Communication Technology Commission (NITC) established under the rule/regulation of the
Office of the Prime Minister to oversee the country’s ICT development and chaired by the Prime Minister
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valued over 100 million bath, and settle solutions to related problems and
obstacles

1) Formulate/establish policies to promote collaboration among partners and
stakeholders or encourage agreements on ICT development among concerned
agencies

2) Support, oversee, monitor and evaluate ICT development

3) Appoint working groups to perform specific assignments for the Committee

b) Committee for Standardization of Interchanged Government Information is proposed
for establishment under the supervision and with approval of MICT. The following
composition and duties of the Committee is proposed:

Composition

1) Permanent Secretary of MICT (Chairman)

2) Deputy Permanent Secretary of MICT (Vice Chairman)

3) CIlO/Representative from Ministry of Finance

4) CIlO/Representative from Ministry of Agriculture and Cooperatives

5) CIO/Representative from Ministry of Transport

6) CIO/Representative from Ministry of Natural Resources and Environment

7) CIO/Representative from Ministry of ICT

8) CIO/Representative from Ministry of Energy

9) CIlO/Representative from Ministry of Commerce

10) CIO/Representative from Ministry of Interior

11) CIO/Representative from Ministry of Justice

12) CIO/Representative from Ministry of Labour

13) CIO/Representative from Ministry of Science and Technology

14) CIO/Representative from Ministry of Education

15) CIO/Representative from Ministry of Public Health

16) CIO/Representative from Ministry of Industry

17) CIO/Representative from Office of the Prime Minister

18) CIO/Representative from Office of the Public Sector Development
Commission

19) Representative of e-Government Promotion and Development Bureau,
MICT (Secretary)

Duties: The Committee shall perform the following duties:

1) Formulate/establish policies, strategies, and action plans of ICT standards for
government information exchange, and settle solutions to related problems and
obstacles

2) Support, oversee, monitor and evaluate ICT standards for government
information exchange according to the national ICT strategic plan

Interim Report -Design and Implementation of e-Government Page 88



Design and Implementation of e-Government Institute for Information Technology Innovation
Project of Institutional Capacity Building on Faculty of Engineering, Kasetsart University
ICT Policies in Thailand Bangkok, Thailand

3) Formulate, approve and announce implementation guidelines and standards
supportive to government information exchange

4) Appoint sub-committee/working groups to perform specific assignments for
the Committee

Other Related Institutional Mechanism for Large-Scale e-Government Project

This part of the report briefly discuss a specific case study about institutional inter-agency
mechanism related to a very large-scaled connected e-government project. During the course
of developing the Thailand National Single Window (TH NSW) as a strategic agenda for the
electronic-logistics platform of the country, there is a number of critical factors that helped
successfully establishing and operating it. To ensure the success of implementing a single
window system, it is essential that the lead agency needs to collaborate with relevant entities
from both Government and business communities, particularly in terms of business process
analysis and reforms in order to simplify and streamline relevant business processes end to
end. Acceptance of new business processes and reforms in the electronic operation
environment needs to be discussed and agreed among relevant Government and business
sectors through coordination. The setup of an Inter-Agency Committee is somehow a
mechanism that help&.

The establishment of TH NSW was initiated in accordance with the Association of Southeast
Asian Nations (ASEAN), in particular commitments laid out in the “Agreement to establish
and implement the ASEAN Single Window”. According to this Agreement, 10 NSW systems
of ASEAN Member States would be gradually integrated and operated in an electronic
environment in line with the establishment of the ASEAN Economic Community (AEC) in
2015. In December 2005, the Government of Thailand appointed the Customs Department,
Ministry of Finance to be the lead agency for establishing the National Single Window with
other relevant agencies as partners.

As a lead agency, Customs Department initiated a working group to serve as an
organizational mechanism to facilitate communication and coordination among NSW
stakeholders including representatives from 36 regulatory agencies and at least 8 different
business sectors. The working group had representatives from controlling government
agencies as well as relevant trade and transport community. Two sub-working groups were
formed. One worked on streamlining business processes and aligning data requirements. The
other dealt with technical communication protocol and related security issues. With close
communication among stakeholders, interests and expectations on the system were regularly
addressed, managed and aligned by the lead agency.

% Harnessing Interagency Collaboration in Interorganizational Systems Development: Lessons Learned from an E-
government Project for Trade and Transport Facilitatiorhayanan Phuaphanthong, Tung Bui, and Somnuk Keretho,
International Journal of Electronic Government Research (IJEGR), 2010 (the research focuses on the organizational and
managerial aspects of interagency collaboration in the implementation of a large-scale e-government project)

Interim Report -Design and Implementation of e-Government Page 89



Design and Implementation of e-Government Institute for Information Technology Innovation
Project of Institutional Capacity Building on Faculty of Engineering, Kasetsart University
ICT Policies in Thailand Bangkok, Thailand

The need to improve efficiency and effectiveness of the national trade and transport
facilitation system was strengthened after Thailand officially signed the Agreement to
Establish and Implement the ASEAN Single Window. Such political commitment created a
platform for interagency collaboration and strengthened the justification for budget
allocation. After the need was perceived, most stakeholders of the NSW were identified. The
Cabinet appointed a National Committee on Logistics Development (NCLD). NCLD consists
of permanent secretaries from economic-related Ministers and representatives from trade-
related associations. NCLD’s members are responsible for planning and monitoring sub-
projects carried out under each ministerial boundary. While the engagement of NCLD in the
project reinforced strategic integration and thus mutual commitment among high-level
decision-makers, the appointment of NCLD was a tactical move. The commitment at this
level made relevant stakeholders accountable to the project and obligated them to render
collaboration.

The Cabinet also appointed a linkage team to lead and manage the project implementation,
particularly the development of the NSW exchange system and the integration of other
components with the NSW exchange system. The appointment was based on existing
organizational role, responsibility, and capability. Recognizing that Customs Department
possesses in-depth knowledge of the business domain and relevant technologies, the Cabinet
designated Customs Department as a lead agency to coordinate/lead NSW implementation
and drive the information exchange between Thailand’s NSW and NSWs of other ASEAN
countries. The Cabinet also designated Ministry of Information and Communication
Technology (MICT) as an agency responsible for managing projects, handling allocated
budget, and identifying the best appropriate business model for a smooth operation of NSW.
Nevertheless, having one agency in charge of the implementation and another in charge of
the project management has proved to be a disadvantage. The ministerial bureaucracy held
back budget allocation that lead to project implementation delay.

The Thailand Single Window e-Logistics was renamed as the Thailand National Single
Window in January 2008 in order to enhance understanding of the single window
development and facilitate integrated data linkage among government and business sectors as
well as resource mobilization related to National Single Window and ASEAN Single
Window implementation.

3.4. Conclusion

The basic different models of national e-government institutional frameworks, according to
the U.N., are 1) Policy and investment coordination; 2) Administrative coordination; 3)

Technical coordination; and 4) Shared or no coordination. These models ranged from highly
centralized institutional structures to highly decentralized ones. In addition to those four
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institutional models, there are new arrangements outside the ministerial structure which are
establishment of ICT agencies and CIO councils. The governance could be performed using
managerial tools for control and coordination such as tools based on authority, tools based on
budget, and tools based on persuasion.

The existing Thailand’s models studied by the U.N. are policy and investment coordination
and technical coordination with the establishment of CIO Council. There is the
Steering/Inter-ministerial Committee to undertake the strategy formulation and MICT as the
facilitator of implementation.

The institutionalized structures to lead and manage e-government programs have mostly
engaged top political leadership in their e-government programs. Responsibility for

overseeing and implementing the e-Government initiatives has been variously allocated,
depending on the level of accountability assigned to ministers for the e-Government strategy.
Many countries have pursued a decentralized model for project implementation, within a

“controlled” environment that has been centrally defined, agreed, and facilitated, e.g.

principles of design using process reengineering, whole-of-government procurement,

compliance with enterprise architecture principles and technology standards, and regular
reporting on performance and progréss

The next project study will be on the topics of mechanisms for cross-agency collaboration
and collaboration with private sector, collaboration tools/dashboards, and capacity building
and training, and the results will be presented in the next report.

3 infoDev/World Bank, 2009. e-Government Primer, Washington iBioDev/World Bank. Available at
http://www.infodev.org/publications

Interim Report -Design and Implementation of e-Government Page 91






Design and Implementation of e-Government Institute for Information Technology Innovation
Project of Institutional Capacity Building on Faculty of Engineering, Kasetsart University
ICT Policies in Thailand Bangkok, Thailand

Section 4.Ilnnovation in Public Services

4.1. Introduction

The objective of this chapter is poesenseveral approaches and successful case studies on
innovation in public services enabling by ICT around the world. Prior to that, the topic of
advancement of e-government initiatives of foreign countries is, however, briefed to give
backgrounds that may probably influence them to conceptualize ‘innovation’ for leveraging
their public services. The current organizational structure fostering the innovation in Thailand
is also reported to conceptualize innovation that shall be suitable to Thailand’s context in
term of government services enhancement. Meanwhile, the matters of strategy and actionable
recommendations on fostering future ICT-enabled innovation in the delivery of public
services in Thailand will be formulated accordingly in the subsequent report.

4.2. International E-Government Initiatives and the Advancement

The information and communications technologies (ICT) have power for delivering much
needed sustainability in social and economic services to citizens. e-Government innovation
and development can position the public sector as a driver of demand for ICT infrastructure
and applications in the broader economy.

Several trendare surveyed including thdoud-based government servicewhich are now
emerging in many countries. The cloud-based services offer the integrity of services, data
security and privacy, and regulatory environment in most countries around the world, which
will need continued reform in governance systems and a continued focus on strengthening
institutional linkages. Many of these countries have invested considerable resources in e-
government in the last few years. They have expanded infrastructure and human skills on
which to build further advances in service delivery and employ the full potential of
information technologies for long-term sustainable development. Some of the developing
countries have found ways to leapfrog traditional development cycles by depiogiite
technology for bridging the digital divide. They have reoriented their public sector
governance systems towards user-centric approaches visible on their websites through
multichannel service delivery features

The U.N. e-Government Survey 2012 measured e-government development and innovation
in many countries by using the e-government development index (EGDI) to learn the
capacity of national administrations to use information and communication technology to
deliver public services. The EGDI is a weighted average of three normalized scores on the
most important dimensions of e-government, namely: scope and quality of online services,
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development status of telecommunication infrastructure, and inherent human capital. A
comparative e-government basis that rates each country relative to all other N¢ate®ris
as shown in Figure 4-1

0.8
0.7 Europe
0.6
Americas
0.5+ Asia
World
average
0.4k Oceania
0.3
-—____——-_—_- Africa
021 1 1 | | |

2003 2004 2005 2008 2010 2012

Source: United Nations E-Government Survey 2012

Figure 4-1: Advances in regional e-government development in the last decade

The Survey 2012 showed that e-government development, compared to the last two years,
increased more than 10 percent in the world average. All regions of the world have steadily
improved their e-government development in terms of sustained integration, expansion and
consolidation of online government services. Highlights on innovation of public services in
each region around the world will be discussed in the following part.

42.1. E-Governmentin Africa

According to the U.N. e-Government ranking2iti 2, Seychellesis ranked the number
one in the Africa region followed bylauritius . These two countries are ranked 84 and
93 respectively among 193 countries.

Seychellestook the initiative to enhance its e-government service offerings in line with
an integrated and interdependent strategic approach which focuses on ICT
infrastructure, legal and regulatory framework, human resource development, ICT
industry and improvements in the efficiency of the government. E-Servieesvailable

Interim Report -Design and Implementation of e-Government Page 94



Design and Implementation of e-Government Institute for Information Technology Innovation
Project of Institutional Capacity Building on Faculty of Engineering, Kasetsart University
ICT Policies in Thailand Bangkok, Thailand

through the government e-Service Gateway that prodadsscure single point of entry

for all online government services for residents and organizations to communicate and
transact with the Government. Major improvements in mobile telecommunication and
integration of thematic servicesin education, health, andfinance with the national

portal allowed it to improve its world rankinglaxation e-ServiceandImport-Export

Permits are e-Services that Seychelles's citizen can easily access.

Taxation e-Service facilitates taxpayers’ compliance with regardsheéo monthly
submission of their payrollto Seychelles Revenue Commission (SRC) by allowing them

to submit it online electronically. The e-service is available 24 hours a day, 7 days a week
via the internet as shown in Figure 4-2

Welcome Nafissatou DIALLO, LE CHANTIER DENTAL CLINIC PTY LTD | My &ccount Settings | Drganisation Serninas | Lagout]

welcome to The E-Service Change Security Details

Gateway wheraby, as an

et Password should be a minimum of 6 characters with at feast a number and a non-alphanumeric character
oIy I e-ID
orgamisation
Account Admlnlstrator{s) Account Status
¢ Nahssatou DIALLD Last Login
~ Last Password Change

Secunty Quesbon
SEYGOV Connect

Gavernment
Security Answer whits do

Cibzens & Residents e | o

Busmasses

MNon-Residents Password LTI
Canhmm Password sesssnes
Copyright £ 2009 Govemment of Seychelles | About E-Service Gateway | Terms of Use | Pnvacy Policy | Stemap

Source: https://eservice.egov.sc/egateway/

Figure 4-2: Taxation e-Service of Seychelles Revenue Commission

Mauritius improved its offerings arountd) percent withthe national portal providing
facilities for services such as appointments for vehicle inspections, scholarships and
work permits. Although it ranked the second place in the Eastern Africa region, its
efforts could not keep pace in comparison to peers, leading to a decline in its global
ranking.

The e-government challenges of Africa remains the widespread lack of infrastructure and
functional literacy. As shown in Figure 4-3, Africa has improvement in e-Government
through developing websites for government ministries and agencies.
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World e-gov.

E-gov. developmentindex development ranking

Rank  Country 2012 2010 2012 2010
1 Seychelles 0.5192 0.4179 84 104
2 Mauritius 0.5066  0.4645 93 77
3 SouthAfrica 0.4869  0.4306 101 97
4  Tunisia 0.4833  0.4826 103 66
5  Egypt 04611  0.4518 107 86
6  CapeVerde 0.4297  0.4054 118 108
7 Kenya 04212 03338 119 124
8  Morocco 0.4209 0.3287 120 126
9  Botswana 04186  0.3637 121 117

10 Namibia 0.3937 0.3314 123 125

Regional Average 0.2780 0.2733

World Average 0.4882 0.4406

Source : United Nations E-Government Survey 2012

Figure 4-3: Top Ranked Countries in Africet E-Government Development (2012)

4.2.2. E-Government in the United States of America

As part of their effort to advance citizen services, developed countries are paying greater
attention to the concepts ah integrated government portaland there-engineering of
back-office processesin designing their e-government capabilities. E-government
strategies in the Americans are geared towas#s centric solutions which serve to
synergizegovernance processes and systems across multiple public administration
domains.

According to a quarterly report on the American Customer Satisfaction Index E-
Government Satisfaction Ind€®93/2012) from ForeSedaninternational customer
experience analytics firm, based in Amejf@athe results, compiled from about 300,000

0 http://ww.federalnewsradio.com/pdfs/egovernment_customer_satisfaction_3rd_quarter.pdf
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respondents and measuring 106 federal websites showedhthaBocial Security
Administration’s online application portal** and the Health and Human Services
Department’s Web-basededical library ** have remained high through most of 2012.

The Social Security Administration’s online applications deliver social security that meets
the changing needs of the public. The services through a nationwide network and
presence in U.S. embassies around the word, which allows users to apply for benefits
online claim for Retirement, Medicare, Disability and Extra help with prescription drug
costs.

Meanwhile, the National Library of Medicine (NLM) is the world’s largest biomedical
library. NLM maintains and makes available a vast print collection and produces
electronic information resources on wide range of topics. It also supports and conducts
research, development, and training in biomedical informatics and health information
technology.

The Digital Services Innovation Centef® is a key component supporting the goals of

the “Digital Government” strategy. The portal at sites.usa.gov is a shared service to help
agencies focusing on creating great content rather than on building systems to deliver that
content.

The United Statesleads this region followed closely yanada. Since the United
Nations Survey started tracking e-government development in 2003 both countries have
been among the top world leaders with integrated portals and increasingly inclusive
citizen services spread across themes, functionally and now by life cycles and events.
Early recognition of the use of ICT for rolling out citizen centric services has contributed
to the United States' top ranking in the last decade.

4.2.3. E-Governmentin Asia

Asia as a whole continues to expand e-government services further. Investments were
made horizontally to expand infrastructure, including support for broadband and mobile
access, while at the same time governments reached out to provide greater online services
and improve e-governance. In 2012 three of the world's top 20 e-leaders are from Asia,
and the region as whole has a higher level of e-government development than the world
average.

“1 http://socialsecurity.gov/
“2 http://www.nIm.nih.gov/
“3 http://gsablogs.gsa.gov/dsic/
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World e-gov.

E-gov. development index  development ranking

Rank  Country 2012 2010 2012 2010

1 Republic of Korea 09283 0.8785 1 1

2 Singapore 0.8474 0.7476 10 11
3 Israel 08100 0.6552 16 26
4  Japan 0.8019 0.7152 18 17
5  UnitedArab Emirates  0.7344  0.5349 28 49
6  Bahrain 0.6946 0.7363 36 13
7 Kazakhstan 0.6844  0.5578 38 46
8  Malaysia 06703 0.6101 40 32
9  SaudiArabia 0.6658  0.5142 4 58
10 Cyprus 0.6508  0.5705 45 42

Regional Average 0.4992 0.4424

World Average 0.4882 0.4406

Source : United Nations E-Government Survey 2012

Figure 4-4: E-government leaders in Asia (2012)

The Republic of Korea Government's main website has developed into an integrated
portal where citizens can find almost every service they want, on both national and local
level through multiple channels.

The Republic of Korea offers around 87 percent of all services assessed in the United
Nations E-Government Survey 2012. The country’s emergence as the world leader in
information and communication technologies in fields such as broadband, semiconductors
and third generation mobile devices — has guaranteed its fast growth and development in
the area of e-government.

A key reason for continued leadership in world e-government progress is significant
development and provision dbwnloadable mobile applicationgthat are available from

its national portal. The cross sector mobile apps for citizens are both iPhone and Android
compatible including fore-Learning, which allows students to learn on their mobile
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phone in areas such as social studies, math and Efigsin employment opportunities,
Jobcast provides information on availability of job& the Republic of Korea along with
the relevant legislation governing labour.

Examples of M-Government services provided by Republic of Korea:

e The People’s Online Petition & Discussion Portal (e-Peopf&) by allowing
real-time reception of civil complaints and policy suggestion on mobile websites,
for facilitating citizen participation in policy-making.

e Single Window for Business Support Servicé: introducing various
information services required for business activities such as industry information,
business news and government aid programs on a single mobile website.
Moreover, it provides information on the progress of test inspection and
certification application registered online by businesses and offers services issuing
and retrieving performance reports and certificates.

e Mobile Public Procurement Service:providing ‘smart electronic procurement
service’ through mobile phones, allowing users to search for bidding information
and participate in bidding. The mobile procurement services supporting dual
authentication procedures that consist of PIN authentication of smart security
token and fingerprint identification for mobile bidding participation. The mobile
procurement service (wireless) is based on the Republic of Korea's fixed
electronic procurement service which won the UN Public Service Award in 2003
and the AFACT e-Asia Award in 2007.

The Innovation of the core national information infrastructure begins thvgiNational
Computing & Information Agency (NCIA) which provides the e-Government
infrastructure and service for the people to use reliably and conveniently, including
development and operational services of modularized platforms that can be shared by
several ministries.

4 http:/lwww.kocw.net , Korea Open Courseware (KOCW) provided services and education teaching materials to share in
conjunction with the local universities and overseas educational materials Public Open Educational Resources (OER)
movement council

45 www.minwon.go.kr/new_info/customer/AA090_CMO010_mobile_info.jsp
“http://m.g4b.go.kr/svc/mob/sma/aut/mindex.do
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Figure 4-5: Korea’'s Government Platform Sharing Services

4.2.4. E-Government in Europe

Europe region has been in the vanguard of information technology and setting the pace
for others to follow. Building on the existing strength of high levels of human capital and
infrastructure, the transformative role of ICT has been recognized and adopted to further
streamline e-government services. Moving beyond improving public sector efficiency,
Europe is now looking to adapt innovative technologies to human development and
economic sustainability in the future.

The European region has the highest level of e-government development, which is around
50 percent higher than that of the world as a whole.
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Innovative E-Government Practices

e Regelhulp"” — Simplifying Online Applications for Social Servicesis a digital
guide government of Netherland for anyone who is looking for care or support.
The web portal will provide updated information in the field of health care,
welfare, parenting and social security. Regelhulp organizes these information
according to life events. It helps beneficiaries of the system, their caregivers and
professionals to find their way to all the information, forms and provisions in the
area of care and social security. The site provides information by pooling all the
available resources, and enables visitors to apply for provisions directly by means
of a single flexible application module.

e Zanzibar®®- is a web-based purchase-to-pay (P2P) and electronic market place
solution, developed by UK Government Organizations and Office of Government
Commerce (OGC), providing a common hosted platform for e-Purchasing and e-
Invoicing. By bringing together government contracts in a single platform,
Zanibar enables collaboration across all public sector buying organizations and
provides access to the pricing and transactions ready by suppliers.

4.25. E-Governmentin Oceania

Australia continues to be the leader in the Oceania region. The national portal
(http://australia. gov.au) acts as a one-stop-shop that connects citizens to the information
and services of around 900 government websites and state and territory resources.
Information can be quickly and easily accessed through the ‘People’ and ‘Topics’
sections, which categorically filter specific content while the ‘Services’ section allows
citizens to perform many functions such as making payments for taxes, driver license
renewals, vehicle and business registrations, lodging online forms and making online
inquiries.

e VANguard®® — Government Authentication Services Securing online
transactions for business and government, allows business users to conduct
transactions with government agencies (Federal, State or local government)
securely online using a digital credential in enabling a government agency to
accept a business user's digital credential and then direct that credential to
VANguard for authentication. VANguard verifies the digital signature and
validates the certificate using an appropriate certification authority within a secure
environment.

47 http://www.regelhulp.n{Netherlands)
“8 http://www.procserve.com/solutions/zanzibar/
49 http://www.vanguard.business.gov.au
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Figure 4-6: The VANguard Solutidar Government Authentication

e Human Service® - The site is a convenient, single entry point for health, social
and welfare payments and services through the Medicare program, Centrelink
program, Child Support program, CRS Australia and Australian Hearing.

4.3, Selected Case Studies of IT-enabled Innovations in Public Services

The objective of this section is to highlight and discuss case studies of IT-enabled innovations
in public services. Including driven open source and shared services for
establishing/developing in public services. Successful applications of several selected
countries are explored such that some of those innovative ideas and critical success factors in
establishing such environments are studied. This report chooses to study the countries and
cases based on the wide variety of regions, size of the population, levels of economic
development, and excellence in ICT innovations for public services. Any lessons learned and
recommendations for Thailand shall be further analyzed and proposed in the subsequent
report.

4.3.1. Singapore Government

Singapore is among the leaders in the use of private cloud computing for leveraging ICT
infrastructure and services. Singapore's citizen's portal provides an extensive range of
online payment services that lists by agency as well as bill type. Payments range from
taxes, fees, fines and licenses that can be made through multi-channels such as credit
card, direct debit as well as internet banking and even by phone.

The Singapore government's innovations are divided into four main targets including
information services of government, citizens or residents, businesses and not residents.

%0 http://www.humanservices.gov.au/
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e The www.gov.sg Portal® serves as a convenient gateway for anyone to locate
information about the Singapore Government - such as news and speeches,
information resources, e-services, events calendar and contact information of
public service agencies. This service is also available on smart phone (both
andriod and iOS devices).

e eCitizen®? is organized to serve users' needs without having to know which
government agency is responsible for a particular service, policy or programme.
There are 3 main service areas including Topics, eServices and Highlights as
shown in Figure 4-7.

0 Topics are quick guides to help citizens perform their tasks. The tools provide
the key information the citizens need, and show the users where they can find
more details they may be interested in. The services are grouped by areas of
interest such as, “Sports & Recreation”, “Transport & Motoring”, “Health”
and “Housing” for easy browsing.

0 eServicess a directory of all eServices offered by the Government. The users
can easily find an eService using search, or by filtering the agency and type of
services.

o Highlights keep the users updated with the latest news and upcoming events.

3 i Py iﬁ Singapore Government
- / Integrity * Service « Excellenca

About Us ContsctUs FAQs Sitemap  Login

A HOME & TOPICS [Z1 ESERVICES @ HIGHLIGHTS &4 ONEINBOX

All your government
eServices in one eServices Payment eServices
convenient place Jert | Oversess Notification & myTax Portal &

& 5

Ga right to the eService you w

our aService Quicki

= | Application for Passport On-line Electronic = | e-Application of Season Parking Ticket &2
. | System (APPLES)& L

- @ Registration Status of Private Education - | MOE Bill for School Fees @
- nstitutions & &

SEE ALL ESERVICES

Figure 4-7: eCitizen of Singapore Government

e EnterpriseOne™ serving Singapore’s business community is a comprehensive
network where the business users can find the help and answers they need to start,
grow and sustain their business. If the users need business advisory services, they
can go to any Enterprise Development Centres (EDCs) located throughout the

51 http://www.gov.sg/government/web/content/govsg/classic/about_us
52 http://www.ecitizen.gov.sg/Pages/AboutUs.aspx
%3 http://www.enterpriseone.gov.sg/en/AboutUs.aspx
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country. A wealth of government information and e-services can also be found

here at the EnterpriseOne portal and at the Enterprise Development Centres
(EDCs). The EnterpriseOne Portal offers a single point of access at anytime and
anywhere to a whole range of comprehensive information on government

assistance programmes, regulations and e-services for businesses from 52
partners. Aspiring entrepreneurs, start-ups and businesses can easily find the
business information and services relevant to their needs from the interactive

tools.

e The Non-Residents Portal’ is a one-stop portal to help anyone who wants to

settle down in Singapore. The available information includes:

(0]
(0]
(0]
0]
0]

4.3.2.

visiting Singapore

relocating to Singapore
working in Singapore

studying in Singapore, and
doing businesses in Singapore.

E-Services in Korea

Republic of Korea is one of the leading countries in Asia and the Pacific that has
deployed several successful innovative public services. The following are some case
examples.

e National Tax Service (NTSY’ provides several major IT services for Taxpayers
including:

(0]

Tax Integrated System (TIS)is an electronic processing system which deals
with all tax affairs on functional basis. It processes tax work categorized by
function such as taxpayer registration, filing, audit, collection and helps each
function systematically linked. This system also links regional tax offices and
district tax offices nationwide via network.

NTS Homepage Wwww.nts.go.kj provides tax-related information to
taxpayers and improves relationship with taxpayers.

Hometax (www.hometax.go.Rris a web application which taxpayers can
perform tax-related affairs such as filling, payment, notification, certificate
issuance and appeals.

Simplified Year-end Settlement Service www.yesone.go.Rris a one-stop
service for collecting various record (e.g. receipts) to claim income deduction
for wage and salary income and can print out from the website.

Cash Receipt System www.taxsave.go.Rr is a system recording cash
transaction.

5 http://www.ecitizen.gov.sg/Pages/NonResidents-AboutUs.aspx
%5 http://www.nts.go.kr/
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0 Tax Consulting System (call.nts.go.kr)is a consulting center for any
taxpayers who need consultation and advice related any tax-related cases.

o0 National Tax Law Information System (taxinfo.nts.go.kr) provides
taxpayers with information about tax-related laamsl ordinances.

M-Government is the adoption of mobile technologies to support and enhance
government performance and foster a more connected society. By empowering citizens
for access to existing services, m-government is improving the quality of life.
Specifically, mobile technologies enable convenient access to public information
services. Mobile technologies also facilitate financial transactions (e.g. process cash
transfers, deposits and withdrawals, payroll credits, international remittances and similar
banking activities) and allow the delivery of educational content to students who would
normally have limited access to public education.

Surve
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Figure 4-8: Example of Korean’s Mobile Application
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4.3.3. Australia Government>®

In fostering innovation in the Australian public service, the Department of Industry,
Innovation, Science, Research and Tertiary Education of the Australia Government plays
the role to help shape Australia’s future economy through skills, learning, discovery and
innovation to accelerate productivity growth and secure Australia’s prosperity in a
competitive global economy. There are a number of blogs on innovation and related
topics, though not necessarily with a public sector focus which may assist in
understanding innovation issues more broadly. These include:

e AGIMO®" — the blog of the Australian Government Information Management
Office which includes posts on Gov Zamatters. AGIMO fosters the efficient
and effective use of information and communications technology (ICT) by
Australian government departments and agencies. It provides advice, tools,
information and services to help Australian government departments and agencies
use ICT to improve administration and service delivery — often referred to as e-
government. AGIMO also works with governments and other bodies at the local,
state, national and international levels to develop and maintain Australia’s
position as a world leader in e-government.

e eGov Au™ — a blog on e-Government and Gov 2.0 thoughts and speculations from
an Australian perspective. It is a national government service directory and
including listing of all Australian Government department and agency websites
with link to their homepages. Services can also be found under Topics, People and
Life events. There we can find commonly sought information such as: Public
holidays, Consumer affairs and fair trading authorities, Justices of the peace,
Birth, deaths and marriages registries.

e Innovation Leadership Network blod° — a blog on innovation written by two
academics from the Technology & Innovation Management Centre in the School
of Business at the University of Queensland touching on many issues of managing
innovation

e Public Sector Innovation blogd* — news and information from the Innovation
Capability Team at the UK Department for Business Innovation and Skills

%6 http://innovation.govspace.gov.au/innovation-101/would-you-like-to-know-more/

57 http://agimo.gov.au/

%8 Gov 2.0 describes scenarios and tools which apply to agency Government 2.0 activities, including engaging with the
public and releasing government data online.

*9 http://australia.gov.au/

80 http://timkastelle.org/about/

81 http://webarchive.nationalarchives.gov.uk/+/http://blogs.his.gov.uk/publicsectorinnovation/
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e Public Services Lab blo§? and Policy Innovation blod”* — two blogs from the
UK’s National Endowment for Science, Technology and the Arts (NESTA) on
innovation in services and policy.

e Apps Servicesserve applications to access to Australian Government resources
from the palm of the user's hand by mobile phone.

4.3.4. Innovative E-Government in the United Kingdom

The websites of central government departments and other organizations start moving to
GOV.UK. until 2014, here the users are able to find everything they need from
government in one place. It makes simpler, clearer and faster to explore how government
works.

The Technology Strategy Bodfds the UK’s innovation agency. Its goal is to accelerate
economic growth by stimulating and supporting business-led innovation. Sponsored by
the Department for Business, Innovation and Skills (BIS), the Technology Strategy Board
brings together business, research and the public sector, supporting and accelerating the
development of innovative products and services to meet market needs, tackle major
societal challenges and help build the future economy, spread knowledge, bringing people
together to solve problems or make new advancésnovation platforms focus on
specific societal challenges where the UK Government is taking action through policy,
regulation, procurement or fiscal measures to tackle the problem. By improving co-
ordination between the key players from industry, academia and government, innovation
platforms can identify barriers to meeting the challenge, map possible routes to
overcoming the barriers and align activities to support innovative solutions. Innovation
platforms aim to fundamentally change the ability of UK businesses to provide solutions
for the global marketplace, boost UK economic performance, and provide higher quality
of public services. The Technology Strategy Board innovation platforms are:

0 Assisted Living Innovation Platform (ALIP) is promoting independent
living and improved quality of life by making technology better, cheaper and
more desirable for quality of life, health and well-being.

o Detection and Identification of Infectious Agents (DIIA) Innovation
Platform.

o0 Low Carbon Vehiclesinnovation Platform aims to maximize the benefit to
UK-based businesses of the rapidly-developing low carbon vehicles market,
and to help accelerate the adoption of low carbon vehicles in the UK.

52 http:/lwww.nesta.org.uk/blogs/public_services_lab_blog
53 http://Iwww.nesta.org.uk/blogs/policy_innovation_blog
www.innovateuk.org
& https://www.gov.uk/government/news/science-minister-gives-business-boost-at-innovate
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0 Low Impact Buildings Innovation Platform aims to help the UK
construction industry deliver buildings with a much lower environmental
impact.

o Stratified Medicine Innovation Platform aims to help accelerate the rate of
development and uptake of stratified medicines in the UK, for the benefit of
patients, healthcare providers and business.

o0 Sustainable Agriculture and Food Innovation Platform aims for
development of new technologies that will increase food productivity, while
decreasing the environmental impact of the food and farming industries.
Investment is made in innovative technological research and development in
areas such as crop productivity, waste reduction and management, and
greenhouse gas reduction.

G-Cloud® is the Government Cloud under the direction of the CIO Delivery Board as
part of the Government ICT Strategy. It provides a secure and resilient shared
environment through which public sector bodies can resource ICT services at greater
speed and lower cost. At present there are 4 categories of services: Infrastructure,
Software, Platform and Specialist Services.

4.3.5. Innovation in E-Government Services in the United States of America

E-government services in the U.S.A. is provided on the web sit&J®A:gov” which

collects and consolidates all information and services for citizens in one place, including
agency services at the state and local level, which vastly increases the effectiveness of
user search and uptake.

e healthfinder.gov is a government web site collecting information and tools to
help the individual citizens stay healthy. The services also include finding out risk
for a disease or condition by online questionfiaire

e Election Assistance Commission (EACYis committed to openness and
transparency by using the OpenEAC portal (eac.gov/open) to give the public an
opportunity to provide input on the Open Government Plan and efforts to promote
transparency, public participation and collaboration. The citizen can easily access
high-value data sets, Freedom of Information Act, grant amounts and recipients,
and federal voting system certification information. The citizens can also learn
about current open-government activities. One of EAC's top priorities is providing
assistance to election officials. By issuing guidance, advisories and best practices
to help officials comply with the Help America Vote Act and make other election
administration improvements and enhancements. Voters can use the National Mail

% http://gcloud.civilservice.gov.uk/
57 http://www.healthfinder.gov/HealthTools/OnlineCheckUps.aspx
%8 http://www.eac.gov/

Interim Report -Design and Implementation of e-Government Page 108



Design and Implementation of e-Government Institute for Information Technology Innovation
Project of Institutional Capacity Building on Faculty of Engineering, Kasetsart University
ICT Policies in Thailand Bangkok, Thailand

Voter Registration Form to register to vote, update registration information due to
a change of name, make a change of address, or register with a political party.

e American Red Cross Tornado App°, which is available on the Android and
iOS platforms, provides information for the citizens to prepare for a tornado. The
app includes a high-pitched siren and “tornado warnaieft that signals when a
tornado warning has been issued in the area — even if users have the app closed.
There will be a clear alert to users when a tornado warning has expired or has
been cancelled.

The Open Government Platform (OGPL)° is based on an open source that Data.Gov
partners with the Government of India National Informatics Centre. The first module
released is the Data Management System, which provides the tools and capabilities for an
automated process for publishing data in the Open Government Platform. This open
source product designed to facilitate governments around the world to set their own open
government data sites. Any government adopting the Open Government Platform will be
able to download and use the DMS code to submit, approve, and update catalog data
electronically on the Open Government Platform websites and view management metrics
reports also.

Government Sector Outsourcing is and innovative Public Management idea
emphasizing and prioritizing on efficiency and cost effectiveness in spending taxpayer
money for public service improvement. It puts paramount importance to expertise in
performing certain functions within the government. This initiative advocates the use of
technology in improving the often slow and overbearing bureaucratic protocols
experienced in government transactions. This business model combines the use of
technology with technical expertise.

% http://howtomobile.apps.gov/2013/03/21/american-red-cross-tornado-
app/?utm_content=%23mobile+%23gov20&utm_source=twitterfeed&utm_medium=twitter
0 http://www.data.gov/welcome-open-government-platform
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Figure 4-9: Difference between Old Public Administration and New Public Management

4.3.6. Innovation in E-Government Services in Austria

Austria Government has developed the web $#tEL'P.gv.at” as a "one-stop shopping”
portal and the application of the citizen card as a uniform system of electronic
identification in Austria contributed significantly to its success. Entire procedures are
able to be carried out electronically without changes in the type of media (e.g. switching
between electronic and paper format), starting from filling out an application form and
paying fees, to internal processing and delivering official documents and notifications.
The HELP.gv.at website has been offering online services according to the one-stop
principle since 2001 and continues to successively develop new services.

Electronic identification is recognized through the "citizen card" that can also be used to
sign documents securely and electronically. Since the implementation of the mobile
phone signature (citizen card with mobile phone function) at the end of 2009, using the
citizen card means that:

0 proving someone's identity securely and electronically savesribeta go to
a public administration office in person.

o with the help of electronic signatures, users can submit a declaration of intent
without any difficulty, which can easily be checked for its authenticity.
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The e-card is the key to the health system for the citizen card functionality. It also
becomes the key to the e-Government services for public administration in Austria. Since
the end of 2009, mobile phones can be equipped with the citizen card functionality
(mobile phone signature) free-of-charge, so the citizen card is the identification and
authentication instrument, which makes it a secure replacement for extraneous
username/password combinations. New applications are constantly being developed that
can be carried out on the Internet with the citizen card. The most important public
authority procedures can already be carried out using the citizen card today.

The citizen card is part of the security framework and is available for more than just
citizens. Businesses can even offer their own online services and ensure that
communication with their customers is secure by making use of the security-related
functions on the citizen card.

An electronic mandate can be used with the citizen card. The use of representatives as is
common in conventional business, is also available in e-Government.

Electronic mandates are especially interesting for businesses since they can be stored on
the citizen card (with both the card-based and mobile phone signature options), whether

for authorized signatories or business managers in a company. Using the citizen card, the
representatives can sign contracts and conduct business matters on behalf of the company.

Applying to register a mandate on the citizen card can be carried out at the Mandate
service of the SourcePin Register Authority ftre Austrian Data Protection
Commissior*  (Datenschutzkommission, or DSK). The only prerequisite is that a
conventional mandate for the business or public authority already exists. This means that
the existing mandate will simply be represented in electronic form. It allows the
representative to carry out procedures electronically on behalf of the principal (the one
who grants the mandate).

An information service would allow principals to see who they have allowed to represent
them using a citizen card. This web service would also allow them to revoke the mandate
on the citizen card at any tirffe

4.3.7. Open Source Strategy in Spaiff

Spain uses the open source strategy that is based on legislation for re-use, sharing, and
collaboration in IT systems and interoperability between public administrations. This
strategy has supported a program to develop several open source software applications

L https:/ivolimachten.stammzahlenregister.gv.at
"2 https:/ivollmachten.stammzahlenregister.gv.at/mandates/
3 https://joinup.ec.europa.eu/software/studies/issues-open-source-procurement-european-public-sector-ii
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and support the free re-use among public administrations promoted by the Technology
Transfer Centre of the Department of Public Administration.

e CENATIC (National Center for the Application of Information Technologies
and Communications} is a strategic national center of the Government of
Spain to promote the awareness and use of free software and/or open source in
all areas of the society. Several projects have created with the focus and
collaboration among government, businesses, the technology sector providers,
development communities and users of free technologies.

4.3.8. Open Source Initiatives of European Commission

e PEOPLE™ is an initiative for Open Source Services created for the “Smart
Cities” and developed within the framework of European projects.

o HOYRESPIRO®s a service developed as the pilot project in which
provides geo-referenced information to citizens about the air quality in and
around the city, the pollen levels, the weather forecast and the weather
information (updated every 10 minutes). The service uses the existing
network for the environmental control of the city and the indicators
developed with the data recollected. The network consists of weather
stations measure atmospheric variables related to pollution and levels of
pollen in the air.

o Geocur is another service providing information about learning offer in
the city including calendar of courses as classified by sectors of activity
The users are able to find places and resources for self-learning such as
libraries, foundations, schools, e-learning centers, and technological
centers and any service centers developing learning activities or promoting
self-learning resources.

4.4.  Current Innovation Programs for Online Public Services in Thailand
This section provides a brief survey of the current organizations and their work programs
related to e-government development and innovation in Thailand.

4.4.1. Organizations Involved in Promoting Innovation in Online Public Services

e eGovernment Promotion and Development Bure&ua bureau under Ministry
of Information and Communication Technology, Thailand. This bureau is

" http://www.cenatic.es/sobre-cenatic
7S http://www.people-project.eu/portal/index.php?option=com_content&view=article&id=53&Itemid=27
"8 http://hoyrespiro.people-project.eu/
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responsible for developing e-government related policy and promoting e-
government implementation in the country and providing national ICT
infrastructures, including formulating Thailand Electronic Government
Interoperability Frameworks (TH e-GIF)

e  Electronic Government Agency (Public Organization) (EGAas established
in 2011 according to the Cabinet resolution under the supervision of the Minister
of Information and Communication Technology. Its main responsibility is to
drive the implementation of electronic government activities, encourage the
implementation of public online services and increase opportunities and reliable
access to the government services. Its work programmes include research,
development and management of e-Government infrastructure for Thailand,
architecture and standards for e-Government system.This agency also provides
consultancy services to government offices in applying information and
communications technologies related to e-Government services to achieve a
common standard that is in line with the international standards.

° Electronic Transactions Development Agency (Public OrganizatiGBYDA)’®

was established under the recommendations of the Electronic Transactions
Commission (under the Ministry of Information and Communication
Technology) to develop, promote and support the country’s electronic
transactions. These transactions effectively result in added economic value,
better quality of life, and increased competitiveness for the country. ETDA is a
public organization established to develop, promote, and support electronic
transactions or electronic transaction services in both the public and private
sectors. Its role in driving forward, developing, promoting, and supporting the
country’s online transactions. These efforts aim at creating a secure environment
that builds confidence and trust in transactions services and activities online or
by electronic means.

e National Electronics and Computer Technology Center (NECTET)s a
statutory government organization under the National Science and Technology
Development Agency (NSTDA), Ministry of Science and Technology. Its main
responsibilities are to undertake, support and promote the development of
electronics and computer technologies through research and development
activities. Several current flagship projects include, for example, smart services
in the industry like Smart Faffh Smart Healtff, Smart Tourism, and Smart
Education.

" http:/lwww.ega.or.th

78 http://www.etda.or.th/etda_website/eng/mains/display/35

" http://www.nectec.or.th/

8 Developed easy-to-use kits to support farmers, aids the detection of macroscopic fungi, or parasites such as quarantine
pests in aquatic plants.
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e National Innovation Agency (NIAY® is a government agency focusing on
fostering strategic innovation and sectorial-industry innovation, which enhances
national productivity, encourages economic restructuring and social
development as well as promoting national competitiveness. NIA functions as
the key engine driving national innovation by coordinating, networking,
fostering, and partnering different organization from various fields such as
academia, technology, industry, finance, and investment. Its main focus is on
utilizing knowledge management to achieve innovation, particularly to foster
"innovation on cluster platform™ which uses innovation as the principal tool in
improving quality of life and driving towards an increasingly competitive
economy. In conjunction with its principal strategy of knowledge management.
NIA is focusing on three strategic areas for supporting the innovation
development namely; Bio-Business, Eco-Industry, and Design & Solutions.

e Department of Business Development (DBBj)s a government department
under the Ministry of Commerce with the mandate to promote and assist
business enterprises in the countijhe role and responsibilities of the
Department of Business Development are comprised mainly of business
registration, business promotion, business supervision and creation of corporate
governance including being the complete business information center for
businesses. The juristic person database has been analyzed and disseminated for
decision-making and business development. Innovative service of DBD is such
as e-Certificat®

e Each Individual Government Departmeni most of the Ministries has also
developed their own innovation e-government online services with their regular
budgets. Some of the government departments have advanced well in their
online public services, particularly for example, the e-Revenue services of
Department of Revenue, and Business Registration System by the Department of
Business Development. The following is an innovative application provided by
one government department as a case study.

4.4.2. Innovation E-Service/E-Government

The organizations mentioned above have initiated several ICT infrastructures and
developed online public service. Some of the highlighted programs are provided below.

81 Developed the prototype of a National Health Information System (NHIS), which is a patient-information project. And

also developing tools for converting huge data loads and analysis information on patients, so that the information is securely
protected and correct treatment is administered.

52 http://www.nia.or.th/en/

8 http://www.dbd.go.th/mainsite/index.php?id=1&L=1

84 E-Certificate is an electronic juristic person certificate/certified true copy, using technologies “electronic signature”.
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e Government Information Network (GINJ* MICT encourages other government
organizations to use and share the central and nation-wide network system. This is
a secure, reliable and high-speed Government Intranet network. Government
agencies across the board from ministry, department, provincial and local levels
have already been connected to this centralized network. This Government secure
Intranet can support secure information exchange for all government agencies.
Common services provided by different government agencies were integrated and
offered on GIN. At the present, eight strategic e-government application systems
are running on GIN, including Government Fiscal Government Information
System (GFMIS), CABINET of the Secretariat of the Cabinet, National Single
Window by the Customs Department and Government Strategic Management
System (GSMS) of the Office of Public Sector Development Commission.

e Government Cloud Servic&% Electronic Government Agency (EGA) provides
the Cloud Computing services to government agencies. These services and their
benefits include providing ICT infrastructure and information systems of
government agencies, reducing the redundancy of information technology in the
public sector budget, and optimizing the systems provided to the public and to the
Government.

e Government e-Portdl is a central system for easy access to information and e-
services provided by the government in the single sign-on system. At present 25
systems are linked to the portal, including the bankruptcy information verification
system by the Department of Legal Execution, the legal information query
services by the Office of the Attorney General, and the tax inquiry system by the
Revenue Department.

e Smart Citizen Info: creates a mechanism for information integration of
government units that use the 13-digit citizen ID number system to provide
services to the general public. The system allows anyone to check all the benefits
and information through the Smart B&xand EGA plans to expand the service to
enable users to use Free Wi-Fi and also through Smart box.

e Free Public WI-FI servic&® has been started in the first phase at 20,000 spots in
Bangkok and its vicinity. The spots are located in government offices, educational
institutions, hospitals, and other public places. Another 20,000 Wi-Fi hotspots will
be provided later this year (2013). A total of 250,000 Wi-Fi hotspots around the
country are expected in the next five years. The project targets to expand high-

8 http://203.113.25.35/gin/index.htm

8 http://cloud.ega.or.th/

87 http://www.egov.go.th/

8 Smart Box an integrated device that provide connectivity and delivers government services through smart card
authentication, currently is the pilot project in Nakhon Nayok.

8 http://www.mict.go.th/main.php?filename=SmartNetwork
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speed broadband network to cover 80 percent of the population in the next 3 years
and 95 percent in the year 2020.

e ASEAN CIO Forunt™® : is organized and supported by Association of South-East
Asian Nations (ASEAN), having MICT as a secretariat, and co-planned by ‘CIO
16 Associatior?* of Thailand. The goal of this forum is to tie possible relationship
in both critical sector of public and private to drive all business intentions,
building pillars and pushing for adoption to support ASEAN economy,
communities and competitiveness. This will surely serve ASEAN relentless effort
with the world to prove a mark in ICT space.

e Thailand e-Government Interoperability Framework (TH e-GIBY is the
national policy framework and guidelines to drive the development of connected
e-government systems for different government agencies to exchange information
electronically. There are several innovative and collaborative e-government
exchange systems adopting this framework and methodology, e.g. connected e-
government for improving the public transport safetshe Agriculture Disaster
Relief Information System (Aggie DRIY)

e eDoing Busines® To continue the success of the e-Starting Business project,
Department of Business Development incorporation with Department of Revenue
and Social Security Officgointly develop a connected e-Government system to
link and exchange information among these three agencies such that a new
business can be registered with these three agencies with single application form
and single identification. This new procedure help reduce redundant pracedure
that the citizen normally needs to visit physically in three different locations and
three different sets of documents. This new service expects to be reduce the time
and cost of the operator to not less than 30 percent. This cooperation is the recent
phenomenon of the business that makes it easier, faster and cheaper by the
exchange of information between government agencies. The launch of innovation
services is to provide single point single form single documentand single
number. It can shorten service time of 4 days to 60 minutes to open around the
country since October, 2010 through the acquisition was received very well by the
operator.

% http://www.aseancioforum.com/Home.aspx

1 CIO 16 are the group of chief executives who are in the sixteenth or 2004 CIO training course which organized by Office
of Civil Service Commission and NECTEC in order to serve the cabinet resolution in 1998 on the management of
information and communication technology within the government entities and state own enterprises.

92 http://egif.mict.go.th/

% The exchange information, Driving history of the driver between goverment agencies (Department of Land Transport,
Bangkok Mass Transit Authority (BMTA), The Transport Co.,LTD)

% The exchange information, relevant to the farmers who disaster victims. Which request for help from relevant government
agencies.

% http://www.manager.co.th/iBizchannel/ViewNews.aspx?News|D=9540000058160

Interim Report -Design and Implementation of e-Government Page 116



Design and Implementation of e-Government Institute for Information Technology Innovation
Project of Institutional Capacity Building on Faculty of Engineering, Kasetsart University
ICT Policies in Thailand Bangkok, Thailand

45, Conclusion

The main goal of integrating e-government is to increase the efficiency and effectiveness, and
deliver better public services to citizens. Several kinds of innovation especially those enabled
by ICT have been applied in public sectors of many countries including the adoption of
public services through mobile phones and cloud computing, which mobile phone is a
channel where people can access to easily everywhere. The cloud computing also reduces the
cost of maintenance and expansion of ICT infrastructure for government agencies. It also can
be used for some services together with shared services and shared solutions model. The
participation of citizens and communities can be leveraged also through software
development, public crowdsourcing, and shared government solutions. From the lessons
learned around the world, the efforts of countries at all levels of development, are still
affected by the lack of administrative integration, simplification with e-government, lack of
infrastructure and human resource capacity and the gap between e-services demand and
supply. These are also the same challenges for Thailand. These information and findings will
be later comparatively analyzed with organizational structures and practices in other
countries as provided also in the previous section, but it will be provided in the subsequent
report. As well, the topics of strategy, mechanisms, and funding requirements to drive and
support innovation in public services will be explored and presented in the next report.
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Section 5.Doing More with Less for More

5.1. Introduction

The approach of “doing more with less for more” is to deliver better public services at lower
costs while impacting more people. One way to minimize the financial costs that e-
government generates is to reduce duplicative systems. Improvement for faster, better and
more cost effectively services is; therefore, essential. Reengineering enables radical redesign
of business processes to achieve dramatic improvements. It requires radical changes that
often involve fundamental changes in the various components of a process such as jobs,
structures, technology, people, values and beliefs, management and measurement systems.
With the latest advancements of information technology (IT) field and the enabling effects of
its numerous systems and applications, the public services have incorporated extensive use of
IT in further strengthening the strategfyradical re-engineering in IT investment and the use

of IT for delivering government services.

This section reports the strategies and implementing concepts of radical/frugal re-engineering
and radical cost reductions and initiatives having been taken up by different governments to
achieve radical cost reductions in four selected countries, namely Malaysia, Ireland, U.S.A.
and the United Kingdom. Several case studies have been explored and reported here, then
lessons learned, strategies and recommendations suitable and relevant to Thailand will be
further identified.

5.2. Studies on Strategies and Implementation Concepts and Cases of Public
Services Re- engineering in Selected Countries

5.2.1. Malaysia®™

In the case of the Malaysian public service re-engine¥rittae initial efforts lied in the
Excellent Work Culture Movemethat took off strongly since the early 1990s. This
movement was to engage a culture of excellence in public sector agencies, based on the
core values of quality, productivity, innovation, integrity, discipline, accountability and
professionalism. Culture was seen the most important factor to be considered when the
concept of change management was applied. Nations have their own cultures which are
unique and peculiar in their own ways. Organizations too, private or public, have their

% This part is based on the articleRéengineering the Malaysian Public Service and the Use of Information Technology in
Promoting Efficiency and QualitMuhammad Rais Bin Abdul KaripfAsian Review of Public Administration, Vol. VIX,

No. 1 (January-June 1997), p. 57-69 &wbngineering Public Services Through 1SO 9@atkaria Ahmad, Asian Pacific
Development Centrislalaysia, Asian Review Of Public Administration, p. 108-119

7 According to the author (Muhammad Rais Bin Abdul Karim) of the reference article, “reengineering” was defined as “a
deliberate and planned initiative that rethinks and reformulates current strategies and approaches in the public service aimed
at bringing about change in the way the public service operates so as to enhance its performance and service delivery.”
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own cultures. Even among public organizations, different cultures, and subcultures exist.
Therefore, application through adaptation is very vital in introducing change which
affects the work culture.

The drive towards excellence and quality in the public sector coincided awvith
transformation in the role of the Malaysian public servicéem its primary role ashe
custodian of law and orderto that ofpace-setter and facilitatorto the private sector as

well as service providers to the people at lafige word “administrative reforms” have
been commonly used such that sometimes they have very little impact on the public
service performance.

The Malaysian Government used six principal strategies to reengineer the public service
through administrative reforms. With the latest advancements of information technology
(IT) and the enabling effects of its numerous systems and applications, the public service
has incorporated the extensive use of IT in further strengthening these strategies, which
are:
a) Providing customer-oriented services;
b) Improving systems and work procedures to strengthen administrative support
mechanisms;
c) Streamlining organizational structures and strengthening human resource
development;
d) Enhancing accountability and discipline;
e) Inculcating values of excellence and best practices; and
f) Strengthening public-private sector cooperation.

The introduction of IT into government administration necessitates re-engineering the
internal workings of government agencies. The manner to use, maintain, store and
retrieve information in government has to be re-conceptualized. This will require that an
effective inter- and intra-agency application landscape be put in place. Such a landscape
should be capable of dramatically improving productivity, communication and
information-sharing capability as well as enhancing core operational capacities and
functions of the relevant agencies.

A major component of the change to the internal workings of government agencies is

seen in terms of the reengineering of processes, systems and procedures. While
reengineering will help bring about efficient processes and systems within an agency,

much more will be required if the ultimate aim is the creation of a seamless government.

The key to seamless government is, of course, connectivity and communications within
and between the various components of government. The introduction of inter-connected
and networked databases will mean that service delivery is no longer confined to the
counters of the agency that provides the service. With multi-channel service delivery such
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as through kiosks, PCs, web-TVs, telephone and others, the face of government itself will
see a tremendous change. That is only the front-end of the process. The back-end requires
that individual agencies have sufficiently reengineered their internal workings to meet
this new paradigm. IT-based systems are set to bring about a new way of operations for
government agencies. The IT systems do not only cater to the requirements of their own
needs but they should examine how their own internal systems are integrated into the
overall info structure demands of a seamless government characterized by
interconnectivity and inter-networking.

The reform initiative that has huge reengineering implications for the public service in

Malaysia is the implementation of electronic government. E-government is a multimedia
networked paperless administration linking government agencies within the new Federal
administrative center at Putrajaya and Government centers around the country. It is
intended to facilitate a collaborative government environment that is capable of providing
the best services to business and citizens. The vision for e-government hopes to:

e Transform the administration process of government by using leading edge IT
e Drastically improve the performance of government processes

e Provide high-quality, low-cost administrative services to citizens and business
e Employ multimedia technology to foster government effectiveness

e Attract world-class multimedia web shapers to Malaysia.

In achieving the process of public service reengineering, Malaysia takes the following
steps:

a) Defining avision for the organization. This vision must be clear and precise and
must reflect what is the future that needs to be created. It must be communicated
to all employees;

b) Articulating and recording important assumptions. This involves answers to
guestions such as why change is needed; what are the consequences to remain
with the status quo; who demanded the changes, and what are the required
changes;

c) Plan development.This includes the establishment of the objectives, who will
reengineer, identifying the core business, development of strategies, identifying
the processes that need reengineering, and managing communication and
expectations;

d) Business Analysis.This focuses on information gathering on capabilities and
competencies, and evaluating organizational issues, customer needs and
information technology capabilities;
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e) Business Redesign.Redesign involves designing new process towards
completeness and conformance which may lead to:
(1) Several jobs being combined into one;
(2) Workers making decisions;
(3) Work being performed where it most make sense;
(4) Controls and checks being reduced;
(5) Reconciliation tending to be minimized; and
(6) A case manager generally providing a single point of contact.

f) The implementation phase which addresses the following issues:

(1) The parts of the structures that will not be changed but will be affected by
the change;

(2) Identifying the changes that will be made in future rounds;
(3) Testing the new design to evaluate the initial performance;
(4) Making initial refinement and initiating a continuous review process.

g) Measuring the performance gains.This is an important stage of the re-
engineering process which evaluates results, identifies further opportunities to be
addressed, improves processes, and shares learning and to communicate results.

The Case of Implementing Electronic Procurement (E-Peroleh&rih Malaysia

In developing e-government systems, Malaysia Governmentises ICT to streamline

the procurement processes within the public seditectronic procurement known as e-
Perolehan was started in Malaysia in 1999 as one of the projects under the Electronic
Government Flagship. Implemented within the e-government flagship application under
Malaysia’s Multimedia Super Corridor (MSC) initiative, this project is envisioned to
restructure the public sector's procurement and supply chain processes into a new
dimension.

This e-procurement project was launched with the objective of ensuring value for money
as well as transparency and accountability in the public procurement process. The project
seeks to reengineer and automate the existing manual procurement system within the
public sector to transform it into an online marketplace for suppliers and government
agencies. With the project implemented in phases, the government and suppliers are
allowed to conduct procurement activities electronically. It allows the suppliers to
present their products on the internet, receive, manage, and process purchase orders and

%8 This part is summarized and extracted mostly from the paper emtitiedations in Governance and Service Delivery: E-
Government Experiments in Malaysiar. Noore Alam Siddiquee, University of Brunei Darussalam, presented in the
Workshop on Innovations in Governance and Public Service to Achieve a Harmonious Society (2005) arranged by Asian
Development Bank, and the articlelofplementing Electronic Procurement in Government: A Case Study On E-Perolehan

In Malaysia Maniam Kaliannan and Halimah Awang, University Malaya, Public Sector ICT Management Review (January

- June 2008 VOL. 2 NO. 1), p.44-51
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eventually receive the payment from government agendeesnternet. It allows the
government agencies to approve and submit the purchase orders and also select items to
be purchased, initiate approval process - all electronically. Thus, e-procurement system
supports the entire procurement cycle from submission of tender/contract to approval and
payment including alert notifications to the potential bidders. For the government, it
would lead to cost savings through shortened procurement cycle (due to electronic
retrieval and submission of quotations) and the creation of centralized products and
supply databases across agencies. It would also enable the government to be smart buyer
as well as improve control and accuracy in ordering and billing process. The suppliers —
small or large - will also benefit from increased transparency and faster and accurate
payment through electronic fund transfers. With the creation of electronic catalogue with
internationally recognized product classifications, suppliers will also be able to reach new
customers on a global scale.

By subscribing to the e-Perolehan system, suppliers will be able to participate in the
procurement exercise by the government. Upon final implementation of the e-Perolehan
system, full services will be available to all four types of procurement namely:

Phase 1.
a. Supplier Registration
b. Central Contract
Phase 2:
a. Direct Purchase
b. Quotation and Tender

e-Perolehan is the single point of registration for the suppliers. All approvals of the
application for registration remain with the Registration Department of Ministry of
Finance. Services available in the supplier registration module include the following
(www.commercedc.com.my):

a. Supplier registration can be done online via the Internet using the e-Perolehan
website

b. e-Perolehan routes all successful suppliers’ applications for online approval by
the relevant authority upon full submission of completed documents.

c. e-Perolehan facilitates generation of certificate for registered and successful
supplier.

d. The supplier registration module supports online renewal of registration by the
suppliers.

e. The supplier registration allows online application for registration of
additional category or “bidang”.
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f. e-Perolehan supports online suspension or termination of the supplier
registration.

From the government’s perspective and research findings, the e-Perolehan system also is
stated to lower the operational cost for the government over time. In addition, the
government will be able to reduce administration and operational costs through the usage
of e-Perolehan as business processes are reduced and streamlined.

E-Procurement by government ministries is not only reducing the government’s
procurement costs but also making the operations faster and steadier contributing to the
satisfaction of all parties. For the private contractors, the introduction of e-Procurement
has meant a significant increase in overall efficiency since it has led to the reduction of
the time taken for application for registration and approval of supplies from 36 days to 20
days; number of lost supplier registration documents has fallen from 5 to 1 percent.

Just recently that e-Perolehan claims to have saved government RM14 billion (approx.
US$ 4,500 million). A key benefit of the e-Perolehan system is the 10% to 30% cost
savings generated through lower operational costs, overheads and supplier price. It is
projected to increase to RM20 bhillion (approx. US$ 6,400) by 2014, according to
Commerce Dot Com Sdn Bhd (CDC), which provides the IT solution for e-Perdfehan.

What is found interesting is that the Government of Malaysia has established the office
namely Malaysian Administrative Modernization and Management Planning Unit
(MAMPU) ® to spearhead public sector transformation to improeewthll-being of the
people and to strengthen national competitiveness through innovative and strategic
enhancement of organizational management and ICT.

As the central agency for the modernization of Ruliervice administration and
transformation of the delivery system, MAMPU carries out four (4) main roles:

(a) Catalyst and Change Agent in the Administration and Management of the Public
Service To introduce and promote new initiatives in the administration and
management of the public service, as well as evaluate and award Government
agencies for their performance in the public service delivery system of the
country, towards achieving an efficient, effective and responsive Civil Service.

(b) Planner and Leader in the Development of Communication and Information
Technology (ICT) in the Public SectorTe plan, devise, coordinate and assess

% Business Circle (a digital magazine and one-stompfmt intelligent discussions revolving around the Malaysian
economic landscapeigsue of7 January 2013. <http://www.businesscircle.com.mg¥ocoming-the-hurdles-of-e-
procurement/>

100 htp:/Avww.mampu.gov.my/web/bi_mampu/profile
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the implementation of ICT development in the public sector towards strengthening
the service delivery of the Government.

(c) Consultant in the Areas of Organizational Management and Communication and
Information Technology (ICT) for the Public SectoiTe provide consultation
services to ensure the structure, system, work procedures and implementation of
ICT development are in line with efforts to improve the Government's delivery
system.

(d) Facilitator in Modernization Program and Transformation of the Public Service
Delivery System To synergize knowledge, expertise and resources (from public,
private and NGOs) towards enhancing the modernization and transformation of
the public sector.

5.2.2. lIreland®

For a modern public service to continually improwvel aeliver services faster, better and
more cost effectively, Ireland sets innovation, flexibility and the delivery of streamlined
services as the heart of a reformed public service. The Public Service Reform Plan of
Ireland addresses a wide range of issues such as:

(a) implementation of shared services models for HR, payroll, pensicets;

(b) evaluation of new business models for the delivery of non-core servjces

(c) reform of public procurement processeand property rationalization; and

(d) reducing costs, addressing duplication and eliminating waste to sujoport
creation.

The Public Service Reform Plan addresses a set of cross-cutting initiatives which are
focused on delivering the necessary structures, processes, ways of working, technologies
and capabilities across all of Government. Within this context, the reform agenda focuses
on the following five major commitments to change to address the need to improve the
customer experience and address costs:

(a) Placing customer service at the core of everything;

(b) Maximizing new and innovative service delivery channels;
(c) Radically reducing costs to drive better value for money;
(d) Leading, organizing and working in new ways; and

(e) Strong focus on implementation and delivery.

The comprehensive approach to public service reform is centered on strong leadership at
all levels across the public service to deliver agreed commitments and realize sustainable

101 symmarized and directly extracted fr&mublic Service RefornDepartment of Public Expenditure and Reform, Ireland,
December 2011
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benefits. The Reform Plan underpins delivery ensuring that the primary focus is on the
core objectives of improving customer service and reducing costs.

The approach to reform aligns a number of key elements, including the Program for
Government, the Comprehensive Review of Expenditure, delivery of reform to frontline
services within individual sectors, coordinated delivery of key cross-cutting reforms and
the Public Service Agreement. The Figure below illustrates this integrated approach:

Better Public

‘Government 20 Underpinned By The

Enabled by the Public : ! _
Service (Croke Park) Comprehensive Review
Agreement of Expenditure (CRE)

Sectoral Reform
e.g. Health, Education,
ok £ st
Justice

Figure 5-1: An Integrated Approach to Public Service Reform in Ireland

The Sectoral Reform, focusing primarily on frontline services, will continue to be a
priority for relevant Government Departments and related organizations. The Public
Service Reform is complementary, focusing on delivering the necessary structures,
processes, ways of working, technologies and capabilities across all of Government. The
Reform Plan is a set of cross-cutting initiatives enabling the delivery of quality and cost-
effective frontline services to citizens. These initiatives walluce duplication and
support delivery of more streamlined services and support structuresthe 14 public
service reform initiatives are:

1) Implementation— It is described as the oversight of the implementation plans
focusing on robust project delivery and benefits realization and establishment of
dynamic and outcome focused governance structures and processes.

2) E-Government, ICT, Information Sharing and Customer Servie€l o leverage
Information and Communications Technology (ICT) to better deliver services
and information in a more cost effective manner; deliver online services, data
sharing and new cross government capabilities and to simplify and enhance the
customer experience by providing integrated services, reducing the information
burden and by engaging with customers in service design and delivery.

3) Shared Services To rationalize core structures and business processes that are
duplicated across the public service by establishing shared operations to drive
greater efficiencies and promote joined-up government through improved
information sharing and process improvement.
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4) Business Process ImprovementTo improve efficiency in priority areas across
the public service through business process and organizational improvements,
including cross-organizational initiatives.

5) Procurement Reform+ To deliver greater value for money through increased use
of common procurement frameworks, increased professionalism and more
innovative use of technology.

6) Property Asset Management+ To deliver greater value through efficient
management of the government estate through a smaller physical footprint
meeting the needs of a reformed public service.

7) External Service Delivery- To evaluate alternative models for the delivery of
non-core services in a more cost effective and flexible approach, with a focus on
customer service improvement.

8) Rationalization and Re-organization-- Further rationalization and re-
configuration of the public service to deliver streamlined services and greater
value for money, and to promote greater integration and cooperation across
organizations and sectors.

9) Public Expenditure Reform— To improve expenditure management across the
public service including implementation of Medium-Term Expenditure
Frameworks, performance budgeting, accrual accounting and the publication of
balance sheets.

10) Government Level Performance ManagementTo evaluate Government-wide
operational performance management focusing on Departmental objectives,
operational metrics and performance assessment.

11) Organizational Performance — To renew the focus on organizational
performance through initiatives such as Strategy Statements, enhanced reporting
of performance and progress, the Organizational Review Programme and
legislative change to clarify accountability arrangements.

12) Leadership/Individual Performance- To improve capacity and capability across
the public service including a strong focus on leadership skills through the
creation of the Senior Public Service (SPS). Enhance staff development and
performance at all levels across the Public Service, through the implementation
and consolidation of performance management systems.

13) Public Service Numbers/Workforce Planning & RedeploymenTo implement
new resourcing policies supported by strategic workforce planning, effective
redeployment and a significant reduction in public service numbers by 2015. This
will include a more proactive identification and allocation of resources to priority
activities where necessary.
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14) Legislation and Political Reform— To devise and implement legislation to
advance political reform and to underpin relevant aspects of public service
reform.

To implement the public service reform plan/initiatives, the recommendations and action
plans specifically in relevance to cost reduction in IT use and investment are, such as:

e Increase the take-up of electronic services and self-service facilities and reduce
dependence and traffic on offline channels, to reduce the costs of service
provision and facilitate the redeployment of staff to other priorities.

(a) Analyze existing legislation, regulations, and service procedures to
examine provisions that could mandate the use of online/self-service
channels, and thereby eliminate non-electronic delivery where possible
and desirable; and/or facilitate the implementation of both positive and
negative incentives that would encourage the use of online service
offerings. Each public body will do this

e Ensure implementation of tHeublic Services Card (PSCand its rollout as the
access mechanism for the vast majority of public services.

(a) Agree on an investment program and the allocation of required resources.

(b) Develop an awareness program for both Public Service bodies and for
residents on the availability of the card and its potential.

(c) Seek Government approval to mandate all public bodies to use the PSC as
the means of accessing their high-value services or explain to the
Department why this is not possible.

(d) Examine the best way of using the PSC and its underlying registration
facilities and data services as the means of accessing public services over
electronic channels

e Implement measures to reduce the costs of ICT provision in Public Bodies

(a) Enhance the self-sufficiency of public bodies and reduce their reliance on
external resources within the terms of Employment Control Frameworks

(b) Consolidate ICT infrastructure by rationalizing the number of data and
computer centers in use throughout the public service.

(c) Assess the potential for data containers and new cooling technologies to
reduce operational costs.

(d) Examine the potential for developing shared pools of ICT staff resources
to develop centers of excellence, maximize productivity, and reduce
duplication of activities.

e Implement shared services

(a) Rationalize core structures and business processes that are duplicated
across the public service by establishing shared operations to drive
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greater efficiencies and promote joined-up government through improved
information sharing and process improvement

In Ireland, the Department of Public Expenditure and Reform is to provide central
leadership working closely with all Government Departments and senior managers across
the wider public service to deliver reform. Within this context, the critical success factors
for public service reform are:

e Prioritization of activities to ensure a focus on delivering the most important
outcomes first;

e Effective communication engaging the right stakeholders at the right time;

e A robust delivery capability supported by strong leadership across the public
service;

e A pragmatic and effective governance model underpinning the delivery of reform;

e Senior management ownership of reform including delivery of the benefits; and

e Appropriate approaches to encourage innovation and prevent risk avoidance.

As a first step, the Minister for Public Expenditure and Reform will engage with the
relevant Committees in this regard.

The Cases of Public Service Reform in Irelah®f
1) Implementing Electronic Procurement

An estimated €9 billion is spent by public bodies annually on the public procurement of
supplies and services. This is a very significant portion of overall spending and it is
essential that the Public Service is achieving maximum value for money and operational
efficiency in its approach to public procurement. It is for this reason that public
procurement is one of the major projects of key strategic importance under the Public
Service Reform Plan of Irish Government.

The implementation of mandatory arrangements in respect of centralized frameworks

organized by the National Procurement Service (NPS), and the increased use of

collaborative procurement arrangements across the public service are among the actions
relating to public procurementthat have been considered by the Government.

In order to maximize the savings on a range of goods and services purchased widely
across the public service, Circular 06/12: Public Procurement (Framework

192 Extracted fronProgress on the implementation of the Government's Public Service RefornDBpmrtment of Public
Expenditure and Reform, Government of Ireland, September 2012. Available at <http://per.gov.ie/wp-
content/uploads/Statement-on-Public-Service-Reform-Plan-6th-Sept-2012.pdf>
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Agreementsf?, issued by the Department of Public Expenditure and Reform in July
2012, requires public service bodies to avail of national contracts put in place by the NPS.
The NPS is working to expand the range of categories covered by its national contracts
and will continue to facilitate cross sectoral collaborative procurement arrangements. A
range of ICT procurement framewor&se in place for use by all public bodies, yielding

an estimated €30-€40 million in cost reductions per annum. An external review of the
capacity and capability of the central procureméntction examines procurement
structures and processes with a view to identifying the actions required to realize
substantial savings in public procurement in the short to medium term. The review will
result in proposals to improve efficiency in central procurement and to radically reduce
costs through greater centralization, integration of procurement operations and policy, and
reduction in duplication

A radical new consolidated approach to public procurement has been agreed, with the
establishment of a National Procurement Office to be headed by a Chief Procurement
Officer. The integration of public procurement policy and operations and the much
greater level of centralization will lead to reductions in the cost of goods and services;
better procurement services at lower cost; introduction of technical standardization;
greater attention to contract management and better problem resolution; greater levels of
professionalism among staff responsible for procurement; and better performance
management of the central procurement function.

A recently completed Review of the Central Procurement Function found that of the
estimated €9 billion spend referred to above, there is a procurement addressable spend of
approximately €7 billion and that significant savings that could be achieved through the
implementation of a transformational change to the central procurement model. The
report estimates that implementation of its recommendations, over a three-year period,
could yield potential annual savings in the range of €249 million to €637 million,
depending on the approach taken. In order to realize these savings, the Review
recommends the actions below:
(a) Establish Chief Procurement Officer role and a National Procurement Office
= Appoint a new Chief Procurement Officer (CPO) accountable for national
procurement strategy, policy, implementation and an effective compliance
framework.
= Establish a National Procurement Office (NPO) under the aegis of the
Department of Public Expenditure and Reform.

193 The purpose of this Circular is to inform public bodies of the mandatory requirement to utilize central contracts, put in
place by the NPS, when procuring a range of commonly acquired goods and services. Such central arrangements are targeted
at securing best value for money and facilitating contracting authorities to deliver services within their budgetary constraints.
(sourcehttp://www.procurement.ie/sites/default/files/dpeércelar_6-2012-

1 public_procurement_framework agreement3.pdf
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Transition the current National Procurement Service (NPS) and National
Public Procurement Policy Unit (NPPPU) procurement functions,
including responsibility for all aspects of procurement policy (including
EU and National procurement law). Related Centre for Management and
Organisational Development (CMOD) processes should also be
considered.

(b) Establish organizational alignment

NPO to manage all strategic spend for common categories of goods and
services and to be responsible for strategic and operational procurement
policy and implementation of an effective compliance framework across
sectors.

Transition some experienced resources from individual procurement teams
within each sector to the new NPO.

Establish a fulltime Procurement Officer within each sector (Health,
Education, Local Government, Justice and Defence) to be responsible for
procurement across relevant Departments and Agencies.

Establish a robust governance model for procurement with Assistant
Secretary level involvement and sponsorship from sectors.

(c) Enable savings delivery and compliance

Implement Spend Analytics to capture, cleanse and accurately categorize
all State spend by type, location and vendor.

Develop detailed spend and savings targets across sectors with detailed
integrated plans for delivery by the NPO and sector procurement.
Secretaries General to be accountable to provide monthly reports to the
CPO.

(d) Program and transition management
The report recommends five major implementation work streams be
established to complete the transition to the new structure:

Establishment of governance and operating model,

Creation and transition of NPO function from current organizations;
Planning and implementation of Strategic Sourcing;

Design and implementation of Spend Analytics; and

Planning and implementation of Procurement Operational Shared Services.
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2) Consolidating ICT across the Public Service: e-Government and Cloud
Computing

Progress is being made on the consolidation of ICT across the public service of Irish
Government. For example, a shared, high-speed Government network has been
implemented, a considerable number of bodies have already moved their backend
computer infrastructure in whole or in part into data centers operated by the Revenue
Commissioners and the Department of Agriculture, and command and control solutions
for emergency services are being implemented on a shared basis.

Significant progress on e-Government has been achieved in recent years. About 400
informational and transactional services can be accessedwiagov.ie These services
include Revenue Online Services for businesses, Motor Tax Online, applications for a
Higher Education Grant, and accessing Companies Registration Office online facilities.

The success of the Irish Government's approach has been recognized internafioaally.
European Commission's Digital Agenda Scorecard 28d2nowledges Ireland's good
performance regarding public e-Procuremadbption by enterprises and the use of e-
Government by citizens. The EQommission has also acknowledged that Ireland has
turned to e-Government tdelp maintain quality public services in a time of
unprecedented restrictions cgsources and notes that "e-Government use has witnessed
one of the largeshcreases going from 37% in 2010 to 44% in 2011, pulling the country
from belowto above EU27 average. Business use has increased to 90%, well above EU
average (84%)".

The eGovernment Strategy 2012-20dproved by Government, sets out a new approach
to e-Government for the Irish public service. This strategy was developed by the
Department of Public Expenditure and Reform in conjunction with the Public Service
Chief Information Officer (CIO) Council. The new strategy is founded on five basic
principles for e-Governmenthich are consistent with the overall approach of the Public
Service Reform Plan:
e The needs of citizens and businesses are at the center of e-Government;
e Public services should be delivered through the most appropriate channels;
e E-Government shouldeduce the administrative burden for citizens and
businesses;
e E-Government projectshould reflect Business Process Improvements,
delivering demonstrable efficiency, effectiveness and value for mgaieg;
and
e Public bodies should work to ensure thihe online channel is the most
attractive option for customers.
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Following on from the e-Government Strategy, the Government publishedlatsl
Computing Strategy for the Public Service

5.2.3. United Sates of America®

“The Obama Administration is changing the way business is done in Washington and bringing a
new sense of responsibility to how we manage taxpayer dollars. We are working to bring the
spirit of American innovation and the power of technology to improve performance and lower the
cost of government operations. (CIO Council 2010)”

Streamlining government services into an easy-to-use web interface is costly. The
estimates of e-government cost were based on: the cost of developing, implementing, and
maintaining a federal portal, funding interagency projects, creating an office for
information security, technology training and education, and studying national disparities
in Internet access. A major justification for federal e-government funding was that it
would help to reduce long-term costs. Once in the Clinton Administration, the ultimate
goal of the U.S. government (since 1990) was that “works better and costs less.”

The important issue is minimizing the costs of e-government implementation and
maintenance. One way to minimize the financial costs that e-government generates is to
reduce duplicative systems. According to the FY 2009 Information Technology Budget,
many agencies were reporting thretirement and shutdown of legacy and redundant
systems via e-governmefit This type of strategy minimizes costs by streamlining
common and often redundant systeis.an example of the cost savings, the report
stated that approximately $508 million dollars were saved through shutdowns and

line of business (LOB) initiatives in 2007 Such initiatives have already proven to be
effective in reducing the burden of cost associated with e-government, and the report
suggests that LOB strategies will continue to be used in the future.

Through IT Reform, the Federal Government has made progress in foundational
execution areas such adopting “light technologies” (e.g. cloud computing), shared
services (e.g. commodity IT,) modular approaches for IT development and acquisition,
and improved IT program management The strategy leverages this progress while
focusing on the next key priority area that requires government-wide actimvating

with less to deliver better digital servicdisspecifically draws upon the overall approach

to increase return on IT investments, reduce waste and duplication, and improve the
effectiveness of IT solutions defined in the Federal Shared Services Strategy

194 This part is based oRigital Government: Building a 21st CentuPatformto Better Serve the American Peqpilee
U.S. Government, May 20185tate of Public Sector Cloud Computingvek Kundra (Federal Chief Information Officer),
CIO Council, May 2010; an&-Government in the United States: Steps to Advance its SukaasMathews, advised by
Professor Terry Usrey, May 2010
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Adopting Cloud Computing

The United States Government is the world’'s largest consumer of information
technology, spending over $76 billion annually on more than 10,000 different systems
(CIO Council 2010). Fragmentation of systems, poor project execution, and the drag of
legacy technology in the Federal Government have presented barriers to achieving the
productivity and performance gains. In September 2009, the Federal Government's
Cloud Computing Initiative was announced with a view that ‘Cloud Computing’ has the
potential to greatly reduce waste, increase data center efficiency and utilization rates, and
lower operating costs. As part of the Federal Cloud Computing Initiative, the National
Institute of Standards and Technology (NIST) is leading and facilitating the development
of cloud computing standards which respond to high priority security, interoperability,
and portability requirements.

The Office of Management and Budgetsiplementation Plan to Reform Federal
Information Technology Managemesdgeks a fundamental shift from building custom
systems to shared solutions and light technologies, such as cloud computing. Key
points of the plan that are aimed at reducing IT infrastructure growth include a “Cloud
First” policy for services and shrinking the number of data centers by at least 800 by
2015.

Cloud computing reduces costs by leveraging IT infrastructure at 60-80+ percent
utilization and provisioning services as needed. Cloud computing also increases
efficiency and agility through automation and significantly reduces the administrative
burden on internal IT resources. In addition, buying cloud services on demand eliminates
the need for large, upfront capital expenditures and is considered an operating expense.

The federal “Cloud First” policy requires agency CIOs to identify three “must-move”
services by March 2011 and to create a plan for migrating those services to the cloud. At
least one service must be fully migrated within 12 months, with two more services
migrated within 18 months. Migration plans will include major milestones, execution
risks, adoption targets, required resources and a retirement plan for legacy services. The
below Figure illustrates the cloud sourcing models by the General Services
Administration of the State Government.
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Outsourced Cloud Sourcing Models Government
High + Private Cloud Commercially Hosted: Private Government Cloud :
Publically available Cloud Computing services The cloud infrastructure is operated solely foran
offered through commercial sources thatare organization. ltmaybe managed by the
dedicated and separate from the Public both organization ora third party and may exist on
physically and logically and mustto remain premises or off premises.

within the U.S. borders to supportheighted
data security and privacy requirements.
Accessto these servicesare provided
through a dedicated Government Intranet and
is not accessible from the PublicInternet. &

Community Cloud: The cloud infrastructure
isshared by several organizations and
supports a specific community thathas
shared concerns (e g., mission, security
requirements, policy, and compliance
considerations). tmay be managed by the

Public Cloud:

The cloud infrastructure is
made available to the general
public ora large industry group
and is owned by an
organization selling cloud
services.

arganizations or a third party and may exist
on premises or off premises.

Trust(Securityand Data Privacy)

Hybrid Cloud: The cloud infrastructureisa
composition of two ormore clouds (private,
community, or public)thatremain unique
entities butare bound together by

Hybrid Government Cloud standardized or proprietary technology that
enables data and application portability (e .g.,
cloud bursting).

Low ¥

Original source: General Services Administration, “Cloud Sourcing Models” (government document, 2010).

Figure 5-2: Cloud Sourcing Models (CIO Council 2010)

Adopting Shared Services Approach

Furthermore, there are common challenges that all agencies face in trying to deliver better
digital services at a lower cost to the American people and employees. Approaching these
challenges as one government will enable agencies to focus their time and money on
developing innovative, mission-facing solutions rather than re-inventing the new one. A
“shared platform” approach is one among the four overarching principles based on for
driving the transformation for digital government, which will help reduce costs and
streamline development in public services. Those four principles are:

e An “Information-Centric” approach— To move from managing “documents” to
managing discrete pieces of open data and content which can be tagged, shared,
secured, mashed up and presented in the way that is most useful for the consumer
of that information.

e A “Shared Platform” approach— To help work together, both within and across
agencies, to reduce costs, streamline development, apply consistent standards, and
ensure consistency in how we create and deliver information.

e A “Customer-Centric’ approach—To influence how to create, manage, and
present data through websites, mobile applications, raw data sets, and other modes
of delivery, and allows customers to shape, share and consume information,
whenever and however they want it.
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e A platform of“Security and Privacy”— To ensure this innovation happens in a
way that ensures the safe and secure delivery and use of digital services to protect
information and privacy.

To make the most use of resources andovate with less”, it needs to share more
effectively, both within the government and with the public It also needs to share
capacities to build the systems and processes that support efforts, and be smart about
creating new tools, applications, systems, websites and domains. Ultinsatgtgred
platform approach to developing and delivering digital services and managing data

not only helps accelerate the adoption of new technologies, but also lowers costs and
reduces duplication.To do so, it needs to rapidly disseminate lessons learned from early
adopters, leverage existing services and contraatll for multiple use cases at once,

use common standards and architectures, participate in open source communities,
leverage public crowdsourcing, and launch shared government-wide solutions and
contract vehicles.

Identifying opportunities for sharing existing solutions at agencies and building new
solutions for government-wide use requires strong leadership, coordination, and support.
To operationalize therinciple of “build once, use many times”, General Services
Administration (GSA) has to expand its current efforts and establiBlyital Services
Innovation Center. The Center will work with agencies to establish shared solutions and
training to support infrastructure and content needs across the Federal Government (e.g.
source code sharing tools, video captioning, language translation, usability and
accessibility testing, web hosting, and security architectures].he Innovation Center

will support agencies lacking these capabilities, not supersede agencies’ existing
capabilities, and function as a cooperative enterprise that draws on resources from across
government and leverages the expertise of forward-leaning agencies.

At the outset, to support strategy implementation, the Innovation Center will focus on
three initial actions:

e Identify shared and open content management system (CMS) solutioaad
support implementation through training and best practices. This will offer
agencies an alternative to building their own platforms in isolation and enable
code sharing and modular development.

e Help agencies develop web APland unlock valuable data by providing expert
resources and other support to enable developers, entrepreneurs, and other end
users take advantage of government data and content.

e Launch a shared mobile application development programin conjunction
with the Federal CIO Council, that will help agencies develop secure, device-
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agnostic mobile applications, provide a development test environment to
streamline app delivery, foster code-sharing, and validate official government
applications.

The shift to a shared platform culture will require strong leadership at the government-
wide and agency levels. Agencies must begin to look first to shared solutions and existing
infrastructure when developing new projects, rather than procuring new infrastructure and
systems for each new project. They must also share ownership of common service areas,
both within and across agencies, instead of creating multiple websites on the same topic.
To alleviate the burden on individual agencies, prevent duplication, and spur innovation,
The central support shall be provided for the adoption of new technologies, development
of better digital services, and strengthening of governance.

Inter-Agency Lines of Business / Business Centers
Level
Intra-Agency Shared Service Centers
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Source:Federal IT Shared Services Strategy, May 2, 2012

Figure 5-3: IT Shared Services Concept Overview

Adopting a shared services approach and consolidating mobile device and wireless
service contracts will not only reduce costs but also improve ability to track usage,
analyze pricing, secure devices, and deliver mobile applications. This is in line with the
Administration’s overall effort to consolidate the acquisition and management of

commodity IT services through mechanisms such as the Federal Strategic Sourcing

Initiative'®, the PortfolioStat proce¥§, and the Administrative Efficiency Initiative.

105 Federal Strategic Sourcing Initiative (FSSI) is the structured and collaborative process of critically analyzing an
organization’s spending patterns to better leverage its purchasing power, reduce cost and improve overall performance. The
primary goals of FSSI are: Strategically source across federal agencies; Establish mechanisms to increase total cost savings,
value, and socioeconomic participation; Collaborate with industry to develop optimal solutions; Share best practices; and,
Create a strategic sourcing community of practice. (sourbép://www.gsa.gov/portal/category/25623and
https://strategicsourcing.gov/about-jssi

106 portfolioStat is a new tool that agencies use to assess the current maturity of their IT portfolio management process,
make decisions on eliminating duplication, augment current CIO-led capital planning and investment control processes, and
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The critical next steps to help build a digital government that innovates with less are
outlined within the Digital Government Strategy. One of its series is to ensure that as the
government adjusts to the new digital world, the modern infrastructure needed is built to
support digital government efforts and leverage the Federal Government’s buying power
to reduce costsEstablishing a Digital Services Innovation Center and Advisory Group
helps to lay the foundation for a well-coordinated approach toward the objectives.

Adopting Data Center Consolidation

The federal government spends more than $20 billion each year on IT infrastructure. It
operates and maintains more than 2,100 data centers with server utilization rates as low as
7 percent. These and other compelling facts are fueling aggressive reforms in how the
federal government purchases and use§IT.

The Federal Data Center Consolidation Initiative (FDE€lvas created in 2010 to
reverse the historic growth of Federal data centers. The FDDCI seeks to curb this
unsustainable increase by reducing the cost of data center hardware, software, and
operations; shifting IT investments to more efficient computing platforms; promoting the
use of Green IT by reducing the overall energy and real estate footprint of government
data centers; and increasing the IT security posture of the government.

To drive this effort, the CIO Council launched the Federal Data Center Consolidation
Task Force that serves as a forum for best practices and lessons learned. It has led
ongoing inventory validation and verification mechanisms to ensure the accuracy of this
data and monitor the execution of agency consolidation plans. The Task Force is
addressing topics such as, but not limited to, cost modeling, the government-wide
marketplace detailed in the IT Reform Plan, technical approaches to consolidation,
acquisition modalities, and the coordination of the FDCCI with Federal real property and
sustainability efforts.

By shutting down and consolidating under-performing data centers and optimizing

the data centers in the Federal inventory, the Government saves taxpayers billions

of dollars and curb spending on underutilized infrastructure. This means a shift from

a model that risks procuring duplicative and wasteful infrastructure that utilizes only a
fraction of the computing power purchased to a newer model, where that risk is reduced
as the government purchases IT infrastructure as a service, deployed in a scalable and
rapid fashion.

move to shared solutions in order to maximize the return on IT investments across the portfolio. (source:
https://cio.gov/maximizing-value/portfoliostat/

197 |ssue Brief, CGI (partnering with federal agencies to provide end-to-end solutions for defense, civilian and intelligence
missions.

Available at <http://www.cgi.com/files/white-papers/us-federal-cloud-computing-initiatives-white-paper.pdf>

108 https://cio.gov/maximizing-value/data-center-consolidation/
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The below Tab®? illustrates how the Federal Information Technology FY 2013 Budget
Priorities is implemented to maximize return on investment (ROI) of Federal IT as
“Doing More with Less” through the strategic use of Federal Information Technology.

Maximizing ROI of Federal IT
o TechStat Investment Reviews;
o Data Center Consolidation;
o Federal Risk and Authorization
Management Program;
0 Shared IT Services

Department of Defense (DOD) is saving up to $300 million
FY 2013 from the closure of 100 data centers.

Environmental Protection Agency (EPA) saved $10 million
since FY 2011 by consolidating IT procurements and
standardizing help desks.

Productivity Gap and 21st
Century Government
o Future First;
0 Mobile Strategy;
o Entrepreneurs in Residence;
0 Expert Resources;
o Presidential Technology
Fellows

Ministry of Commerce will fully deploy its Patent End-to-En
platform in FY 2013, enabling the Patent and Trademark O
to improve the time it takes to issue a patent decision, advg
patent examination quality, and enhance the patent appeal
grant processes.

Internal Revenue Service will improve and expand e-filing,
build on the FY 2012 conversion to daily tax processing
through CADE 2 (Customer Account Data Engine program
continually improve the taxpayer experience and agency st
capability.

Social Security Administration is modernizing earnings
reporting systems to speed the reporting process, reduce
employer burden, improve inter-agency data sharing and re
improper payments.

Business and Citizen Interaction
and National Priorities

o0 Making Government Work
Better for American Business;
—Federal Permitting Dashboar
—BusinessUSA
Citizen-centric .Gov Web
Reform

0 Mobile Strategy

(0]

DOD and Department of Veterans Affairs have been wor
together to enhance the eBenefits Portal which provides s¢
members, veterans, and their dependents self-service acg
comprehensive healthcare and benefits information online
dincludes transactional and interactive capabilities for appl
and managing those benefits.

Ministry of Commerce and Small Business Administr

business interactions with the Federal Government.

ation
(SBA) launching an online platform to streamline srj\all

in

ffice
nce
post-

and

to
aff

duce

king
rvice
ess to
and

ying

Cybersecurity

Department of Homeland Security is investing an additi
$202 million to support continuous monitoring.

Federal Risk and Authorization Management Prog
(FedRAMP) will provideprovisional security authorizations
for re-use by all agencies, establishing initial operati
capability in Q3 of FY 2012.

onal

ram

Meanwhile, what to expect in
Shared First

FY 2012 were:

0 Release Shared Services Strategy

199 Extracted from the presentation Bederal Information Technology FY 2013 Budget Priorities: Doing More with, Less
Steven VanRoekel (U.S. Chief Information Officer), Executive Office of the President of the United States.

<www.whitehouse.gov>
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o Launch Government-wide Portfolio reviews
o Stand up contract vehicles for Cloud and Commodity IT services
o0 Establish FedRAMP Initial Operating Capability (I0C)
e Future First
o Data.gov Transformation
0 Release Federal Mobility Strategy
0 Issue guidance to support modular approaches in acquisition and
development
0 .gov strategy
e Return on Investment
o Accelerate OMBOffice of Management and Budget)-led TechStats
o0 Expand “TechStat” model to the bureau level
o Create a Government-wide marketplace for data center availability
o Cloud First
e People
o Ensure to have the highly qualified staff in need through Presidential Tech
Fellows Program and new standards for the IT Program Manager career
track
o Enable IT program manager mobility across government and industry
e Cyber security

The Cases of Public Services Reform in U.S.A
1) Data Center Consolidation by U.S. Environmental Protection Adéhcy

Over the past three years (approx. 2008-2010), the Environmental Protection Agency
(EPA) consolidated small data centers and server rooms in various locations across the
country with plans to gain more efficiencies. Virtualization is already used extensively to
support database hosting, and EPA is expanding virtualization to support Web and
application servers. The Agency completed a phased virtualization program across its
primary data center that included optimizing the efficient use of floor space and turning
off air handlers. And EPA is hosting more than 200 individual Agency business
applications in an innovative, shared hosting environment offering many of the features
of private cloud services.

EPA’s enterprise application hosting is highly centralized: 19 of 21 EPA Capital Planning
and Investment Control (CPIC) major applications and 66 of 82 non-major applications
are hosted in a highly virtualized, shared services context at the National Computer

110 A TechStat is a face-to-face, evidence-based accountability review of an IT investment; it enables the Federal
Government to intervene to turn around, halt or terminate IT projects that are failing or are not producing results for the
American people(source: https://cio.gov/maximizing-value/techgtat/

111y.s. Environmental Protection Agency Data Center Consolidation Plan, September 2011
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Center (NCC). Because EPA enterprise applications are already consolidated to a single
data center, EPA’s consolidation plan focuses on achieving efficiencies via virtualization
within EPA’s four primary data centers and the smaller server rooms that service local
productivity and business support services for EPA Headquarters, regional offices and
research laboratories.

With full implementation of these initiatives, EPA expects to realize several efficiencies:

¢ Minimize data center energy consumption.

e Minimize long-term growth in IT operations costs.
e Maximize server and storage utilization.

e Maximize standardization and agility.

e Reduce long-term growth of IT infrastructure costs.

EPA is pursuing the following activities to maximize efficiencies across the Agency’s
widely distributed geographic locations.

A. Network Optimization: EPA’s network optimization was a fundamental
prerequisite for server consolidation, as bandwidth is a critical risk factor for
server migration. EPA’s network optimization initiative leveraged the General
Services Administration (GSA) Network contract to move EPA’s Wide Area
Network (WAN) and Trusted Internet Connection (TIC) services to
commercial cloud services. EPA completed the initial transition in March
2010 and continues to expand the use of cloud services provided under this
contract. In 2012 EPA has migrated its e-mail gateways and remote access
services to the commercial cloud service.

B. Standardization and Enterprise Procurement: EPA established standards
and enterprise procurement for e-mail, virus protection, vulnerability
management, directory services, asset management and patch management. In
2010, EPA established server and software standards for x86/64 virtualization
platforms and established an enterprise platform for infrastructure monitoring.
By 2013, EPA will evaluate and procure enterprise solutions for backup and
disaster recovery, desktop virtualization and collaboration. These efforts will
consolidate redundant software products to drive enterprise efficiencies in
procurement, deployment and application administration.

C. Local Optimization: In 2009, EPA began migrating x86/64 servers to
virtualized platforms. These virtualization efforts are paired with infrastructure
refresh efforts so that they can be financed within existing operating budgets
and maximize return on investment. Virtualization infrastructure is accounted
for in the target reductions for the Windows, Linux and UNIX servers. EPA
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has achieved substantial gains in virtualization. Nine percent of physical

servers are virtual machine hosts and 32 percent of EPA servers are virtual
machines. By 2015, the Agency plans to increase virtual hosts to 30 percent of
physical machines with 60 percent of EPA servers operating as virtual

machines.

D. E-mail Optimization: EPA’s e-mail optimization will consolidate e-mail
from over 180 Lotus Notes servers distributed across 45 locations to a private
cloud infrastructure across its four primary data centers. This initiative
modernizes, standardizes and improves EPA’s e-mail service; achieves
substantial reductions in servers, storage and energy consumption; and
facilitates migration to external cloud services beginning in 2014. In 2012,
EPA has migrated its e-mail internet gateway services to AT&T’s cloud
services under GSA’s Network contract.

E. Enterprise COOP and DR: The goal of enterprise COOP (continuity of
operations) and DR (disaster recovery) is to provide for the COOP and DR
services using shared services that are hosted in the four primary data centers.
COOP and DR services are currently provided using site-specific solutions.
Enterprise COOP and DR services must provide remotely accessible data and
applications to support continued operations and emergency response to EPA
regions or field offices. The initial provisioning of enterprise COOP and DR at
the four primary data centers by 2013 is a key component of EPA’s data center
optimization and server reduction strategy.

Cost Savings EPA completion of the network optimization initiative reduced EPA’s
monthly WAN (Wide Area Network) costs by over 50 percent from $179 to $83 per
megabit. These cost savings enabled a doubling of EPA WAN capacity to support server
consolidation efforts within EPA’s existing operating budget. WAN capacity is a critical
path dependency for consolidation. EPA re-competed labor contracts responsible for
approximately 44 percent of server operations. The new contracting model provides for
increased competition through a multi-award contract with annually renewable tasks.
These reduced labor costs enable EPA to accommodate approximately $1.5M in annual
server consolidation costs within EPA’s existing operating budgets.

2) Implementing the Open Government and Crowdsourcing Initiatives
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The Open Government Directive was initiated by the Obama administration in December
2009 to increase civic participation and engagement and create a culture of transparency,
participation and collaboration across US Federal agencies.

e Data.gov <http://www.data.gov/>

An integral component of the US Open Government initiative, Data.gov aims "to increase
public access to high value, machine readable datasets generated by the Executive Branch
of the Federal Government".

As a priority Open Government Initiative for President Obama'’s administration, Data.gov
increases the ability of the public to easily find, download, and use datasets that are
generated and held by the Federal Government. Data.gov provides descriptions of the
Federal datasets (metadata), information about how to access the datasets, and tools that
leverage government datasets. The data catalogs will continue to grow as datasets are
added. Federal, Executive Branch data are included in the first version of Data.gov.
Data.gov was launched in 2009 with 47 datasets of government information that was
previously unavailable to the public. The motivation was that this data belongs to the
American people, who should not only have the information, but have the ability to use it.
Currently, there are more than 375,000 datasets available, which have been downloaded
2.9 million times. More than 1,250 governments apps have been developed using this data
— 103 of them are for mobile usage. Citizens have used the data to develop 236 apps
(Whitehouse 2013).

A primary goal of Data.gov is to improve access to Federal data and expand creative use
of those data beyond the walls of government by encouraging innovative ideas (e.g., web
applications). Data.gov strives to make government more transparent and is committed to
creating an unprecedented level of openness in Government. The openness derived from
Data.gov will strengthen the Nation's democracy and promote efficiency and
effectiveness in Government.

Public participation and collaboration will be key to the success of Data.gov. Data.gov
enables the public to participate in government by providing downloadable Federal
datasets to build applications, conduct analyses, and perform research. It will continue to
improve based on feedback, comments, and recommendations from the public.
Individuals are encouraged to suggest datasets they'd like to see, rate and comment on
current datasets, and suggest ways to improve the site.

A centralized website for government data offers 389,730 raw and geospatial datasets
from a myriad of federal agencieA. "Developers' Corner" teaches users to develop
applications making use of the available data; as of June 2011, Data.gov had 236 citizen-
developed applications. Notable member applications are featured in their "Apps
Showcase" sitehftp://www.data.gov/developers/showchase
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A "Data.gov Communities" section ht{p://www.data.gov/communities/attempts to

"bridge policy makers, technologists, data owners, and citizens", by inviting them to
recommend data to be shared, create applications to make the data more user-friendly,
share views on the policies to improve government transparency, and exchange ideas with
each other. Citizen feedback is an integral component of Data.gov, with various channels
for users to rate and comment on the datasets released, as well as to request datasets they
want to see in the future.

e Reboot.FCC.gov <http://reboot.fcc.gov/>

The Federal Communications Commission (FCC) is committed to a continuous, fact-
based process of agency reform. To ensure openness as well as best involve the public in
this process, Reboot.FCC.gov serves to highlight various initiatiFes. example,
through engagement program, the FCC is reevaluating how citizens engage in
government and exploring new ways to increase public participation through the use of
new media tools.

FCC provides easy-to-search databases with over 150 downloadable datasets, and
connects with citizens over a variety of online and social media channels. Reboot.fcc.gov
is dedicated to ideas for transforming the organization into "a model of excellence".
Using the social media tool IdeaScalé? citizens can submit, comment and vote on

ideas. IdeaScale sieves through the multitude of ideas received and floats the ones which
have garnered the most votes and comments to the top of the list, giving decision-makers
a better sense of the concerns felt on the ground.

3) Cases of Open Source

The federal government promotes and uses open source software as a way of making it
easier for the government to share data, improve tools and services, and return value to
taxpayers. To mark the completion milestone for Federal IT reform, in June 2012, with
the Department of Homeland Security (DHS) Accomplishments, CIO Council highlighted
several DHS’s initiatives with focus including the shift to a Cloud-first policy and
establishment of strong governance of the Department’s IT investments. DHS became a
leader in putting the government’s Cloud-first policy into practice by awarding a task
order using the General Services Administration’s (GSA’s) Blanket Purchase Agreement
(BPA) for Infrastructure as a Service (laaS). This led the transformation of Government-
to-Citizen (G2C) services by establishing thelS Public Cloud- the cost-effective,

112 |deaScale is an easy-to-use, yet powerful solution for the collection of feedback and ideas. IdeaScale was born in the

cloud in 2008. In its first year, IdeaScale garnered high-profile government contracts with many prestigious clients like the
VA, FCC, and the Office of the President of the United St&t&h Site: <http://ideascale.com/>
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best-of-breed open source platforthat enabled Web site and services hosting for
DHS.gov, FEMA.gov, and USCIS.gov among others (CIO Council, June 2012).

However, some interesting cases of open source implementation in the U.S. are presented
as follows:
e NASA World Wint?

Since World Wind provides the infrastructure for information exchange, efforts to
provide value can concentrate on solutions. In this way National Aeronautics and Space
Administration (NASA) stimulates entrepreneurial enterprise, provides the government
with control over the information exchange medium, and enhances the ability for the
world to communicate and share information. NASA World Wind was awarded the
NASA Software of the Year in 2009.

World Wind is an open source 3D interactive world viewer originally created by NASA’s
Learning Technologies project. It develops a cross-platform Java SDK (software
development kit) so that developers can embed World Wind technology into their own
applications.

World Wind technology also provides the government with absolute control over use of
the technology, as well as absolute security due to code visibility, while also making
industry and the world community more competitive in the area of solutions based on use
of this open and standardized technology. World Wind technology focuses on
standardized and optimized delivery of pixels, while allowing others to use this
technology as the medium for information exchange. The primary goal of the project is to
establish a national spatial data infrastructure (SDI), serving the criteria identified by the
U.S. SDI, the European Commission INSPIRE directive and the United Nations SDI.

A strategy of supporting a fully open community allows actors from outside of
government to participate in the project, furthering the adoption of the software and
broadening its use in a range of applications

e Law Enforcement Automated Data Repository (LEABR)

Law Enforcement Automated Data Repository (LEADR) system is an open source
Comprehensive Collection and Information Sharing Toolset. It was initially designed by
several local agencies (counties) to share law enforcement information across

113 http://opensourceforamerica.org/papers/case-studies/nasa-world-wind/
114 http://opensourceforamerica.org/papers/case-stilaieshforcement-automated-data-repository-leadr/
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jurisdictional boundaries and today is in use by hundreds of agencies in the Southeastern
United States.

The LEADR system is a software suite that provides the necessary tools to ensure
effective and efficient sharing of critical law enforcement informatithe. elements
include:

e Sharing Capabilities Information must be shared to increase its value. This is
especially true when trying to analyze criminal patterns or linkages between
individuals, property, addresses or phone numbers. The sharing component of
LEADR assists in determining potential precursors of criminal and terrorist
activities.

e \Web-Based Records Managemewt user friendly, comprehensive, cost-
effective records management solution for small agencies to enter law
enforcement information to be shared statewide. By using an integrated open
source web-based Records Management System (RMS), agencies have the
ability to integrate incident information rapidly in a cost efficient manner
without being tied to a specific vendor.

e LEADR sharing portal This is the information sharing warehouse and portal
that will allow Regional Planning Authorities (RPA) to integrate further RMS
systems into the sharing solution without requiring new participants to
abandon existing RMS solutions. It is this set of functionality that will allow
the RPA to continue to affectively broaden its information sharing depth both
at the local, state and federal levels.

e Gang Data Collection and Reporting. The Gang component of the LEADR
system assists law enforcement in battling the growing threat of gang violence
within their jurisdiction while allowing them to share this critical information
with other agencies nationwide. It is the first repository to allow law
enforcement agencies to access the FBI's Violent Gang Tamcbrist
Organization File (VGTOF) system integrated seamlessly with LEADR. It
provides identification of gang members, associated property, vehicles and
locations.

e The Suspicious Activity Reporting Modul@d tool designed for law
enforcement personnel to record suspicious activities before they are
considered incidents. These reports are integrated into the Web RMS system
so that they can be converted to incident reports with ease when needed.
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LEADR is currently in use by hundreds of law enforcement agencies in multiple states
with agencies submitting over 20,000 queries per month.

5.2.4. United Kingdom**®

Due to strong fiscal pressures on the public services across the United Kingdom in 2010,
and in many other countries as well, the political pressure will be for reforms that cut the
cost of government and the public services while minimizing any loss of quality and
quantity.

The Commission on 2020 Public Services was launched to develop a practical but
compelling vision for public services of the U.K. in 2020, appropriate to the conditions of
the times. It recommends the characteristics of a new public services settlement
appropriate for the future needs and aspirations of citizens, and the best practical
arrangements for its implementation. It sets out the urgency for change, the limits of
current public services settlement, and the need for a systematic and long-term approach
to reform.

The Commission is developing a practical but compelling vision of the priorities for
public action to address the emergent challenges facing society in 2020. It sets out the
broad directions of change — three mutually reinforcing, systemic shifts. Together they
form the basis of a new model for public services, in tune with times. They are:

e A shift in culture: from social security, to social productivity.
e A shift in power: from the center to citizens.
e A shift in finance: reconnecting financing with the purposes of public services.

Each of these shifts could result in significant improvements to the public services. But
these improvements would be unsustainable in an otherwise unchanged system. Together,
the three shifts are mutually reinforcing, offering a coherent new model for 2020 public
services. This more democratized approach to public services would solve many of the
identified problems. But it would also create new tensions.

1) A shift in culture: from social security to social productivity

‘Social productivity’ is an approach focusing less on passive protection from social risks,
and more on the active involvement of citizens in the creation of public (and private)
value. Citizens are actively engaged in the identification of priorities for public action.
Value is then created in multiple ways, as citizens interact with services, and combine
with other citizens. A shift from ‘passive and closed’ to ‘active and open’ public services

115 This part is based oBeyond Beveridge: Principles for 2020 Public Servidése 2020 Public Services Trust , March
2010 andReflections on Public Service Reform in a Cold Fiscal Climateistopher Hood , The 2020 Public Services
Trust, June 2010
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will offer many new opportunities for citizens to benefit themselves and their
communities.In this approach, problems and solutions are viewed from a citizen
perspective, not through a service or departmental lens. Emphasis is not only placed on
limited fiscal resources, but on other resources that citizens and communities already
have — such as expertise, skills and time.

The Case of NYC Service

http://www.nycservice.org/service_initiative.php

The NYC service aims to harness people power by encouraging volunteers to provide
better services at lower cost. Volunteer projects — from tidying parks to mentoring
teenagers — are advertised on a website where volunteers can sign up. Special
projects such as the NYC Civic Corps structure volunteering activity around the most
urgent needs in the city, such as working on health and education projects.

2) A shift in power: from the centre to citizens

2020 public services cannot be ‘engineered’ from the centre, nor can people’s

increasingly diverse needs be met by services delivered through departmental silos. It
calls for a re-balancing of power by encouraging the devolution of decision making and

commissioning authority to the lowest appropriate level, based on communities of need,
interest, and place. The current regime of centrally-set and departmentally-defined targets
should be streamlined. Locality budgets should bring together all streams of public

expenditure, with a growing proportion of revenue raised locally.

The Case of Connected Care
<http://www.turning-point.co.uk/commissionerszone/centreofexcellence/Pages/
ConnectedCare.aspx>

Turning Point’'s Connected Care is a toolkit for community-led commissioning of
integrated, bespoke services. By focusing on the individual's experience of services, it
makes services easier to use and more effective. By integrating health, housing and
social care services — and intervening earlier — it achieves better results at lower cost.
It also gives communities the opportunity to run services.

3) A shift in finance: reconnecting finance with purpose

The way money is raised and spent is as important as what it is spent on. All three should
reinforce the overall purposes of public services in a transparent way.
1) Clearer lines of sight between how money is raised and how it is spent would
increase legitimacy.
2) A closer connection between what individuals contribute and the services they
use would encourage responsible and effective use of services.
3) Considering contributions and benefits over the lifecycle would encourage
individuals and policy makers to take a longer term perspective, encourage
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preventative spending, and put individuals in greater control of their own
lives.
4) Bringing other financial resources into play would broaden the resource base.

Given such conditions of fiscal stringency, there are three main reform strategies for
public services. They are termed

e ‘resetting recent reformgtaking reform themes of the recent past, such a s
targets and rankings, and reorienting them for an age of fiscal consolidation),

e ‘system redesign(involving more radical changes in the ways services are
provided or basic incentive structures for public services, for instance over
funding mechanisms for devolved governments and local government) and

e ‘East of Suez moment{#volving choices about areas of public services to be
abandoned to focus resources on existing or new ones).

Those three types are not mutually exclusive, none of them is a monopoly of one political
party or ideology as against another, all of them have accompanying disadvantages, but
the first and third may be more quickly deployable than the second.

Major funding cuts have put the UK public sector under pressure to ‘do more with less’.
That means delivering the same, or better, services with much smaller budgets. The
Research Report on ‘More With Less: The New Performance Challenges for the UK
Public Sector (2011 And Beyond)® summarizes the findings of the largest independent
study into public sector performance in the UK. The reports finds that many public sector
leaders predict service deteriorations and see the key challenges in coping with the
financial constraints, dealing with reduced staff morale and finding ways to deliver better
service in a more cost effective way. Public sector leaders believe that management
practices have to become more intelligent and decision-making more evidence-based.

The demands, from central Government and citizens alike, will force public sector

organizations to do “more with less”. If organizations are to continue to maintain or even

improve service levels in this era of financial cuts and constraints then they have to
improve the way they manage performance. Excellent performance management
disciplines are no longer a “nice to have” but the key to survival.

Being tasked with the non-negotiable doing “more with less” means that developing such
capabilities must move to the top of the agenda of public sector organizations. Citizens
and central Government will demand that management becomes more intelligent and
evidence-based. Based on the findings of this research, the key recommendations are
made as follows:

118 More With Less: The New Performance Challenges for the UK Public Sector (2011 And Beyond), Research Report by
Bernard Marr And James Creelman, Advanced Performance Institute, published by Palgrave Macmillan (2011), ISBN 978-
0-230-28356-5
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1. Public sector organizations have to revise their strategy in light of the current
spending cuts and identify a smaller set of vital strategic priorities they have to
deliver. A one-page plan outlining the real outcome deliverables and
nonnegotiable core activities would be useful to help everyone understand and
focus.

2. Public sector organizations need to identify what information they require to
answer their big unanswered questions and then collect meaningful and
relevant data that will help them answer their key questions. They need to take
ownership of management information and analysis and ensure they turn their
data into better decision-making and insights that lead to actual performance
improvements.

3. Public sector leaders have to take a lead in instiling a performance and
improvement culture in their organizations. The need for more intelligent and
fact-based decision-making has to be led from the top which in turn helps to
instill accountability for data collection and analysis right through the
organization.

4. Public sector organizations need to better align their management processes to
overcome management and information silos and to ensure they create an
integrated and aligned management system that brings together processes such
as strategic planning, budgeting, analytics, risk management, project and
program management.

5. Overall, public sector organizations have to move from a culture of pen-
pushing and form filling to one that tackles the performance challenges in
ways successful commercial companies had to do when they were facing the
challenges of a global recession over the past few years.

The Case of Public Crowdsourcing in the U.K.

The U.K. has set up www.data.govtak consolidate government data in a single
searchable website. The goal is to "help people understand how government works and
how policies are made." To date, there are over 5,400 datasets searchable through the
website, from across government departments and local authorities. Citizen developers
can download "raw datasets" to create and share applications for public use. Feedback,
comments, recommendations, suggestions and requests are also actively solicited.

The UK Civil Service has adopted a range of tools to encourage discussion and
crowdsourcing among civil servants. The portal www.communities.idea.gov.uk is a safe
platform for knowledge sharing across the public sector where users can set up or join
communities around specific issues. The intranet-only Civil Wiki is a secure knowledge

sharing and collaboration tool for civil servants. The content generated is moderated by
its users.
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To encourage the public crowdsourcing, the U.K. Government launched the project of
"Making A Difference with Data" or MADwWDATA(ttp://www.madwdata.org.uk/
seeking to "spread understanding about open data and transparency in local public
services". The initiative demonstrates how government information can be used by
citizens to "raise issues, campaign and otherwise influence things that affect local
communities”. Projects promoted through the site include gathering of feedback from
citizens on the data they would like to access, publishing of good data visualization and
application examples, and guidance material for citizens planning to campaign on various
local issues. The project is funded by Communities and Local Government (CLG) in
partnership with Improvement and Efficiency West Midlands (IEWM) and is supported
by the Local Public Data Panel.

The MADwWDATA project shows how information obtained from public authorities such

as the police and local councils can be used by citizens to raise issues, campaign and
otherwise influence things that affect local communities. It will share knowledge about
how individuals and organizations can obtain such information, and show how
Government policy is encouraging greater transparency and openness by public
authorities.

The project has developed a number of activities that will be promoted through this site.
The project activity includes:

e Collecting feedback from elected representatives, citizen activists, and hyperlocal
bloggers about the sort of data and information they would like to get hold of from
public authorities, but find hard to access. Examples might include information
about public health, details of local land/property ownership, and spending by
councils and other local authorities on specific services or activities. Feedback
will be collected through interviews, case studies and short video or audio
recordings.

e Gathering example®f good uses of data from public bodies, for publishing on
this site. Examples might include cycle accident maps, town or city development
plans, crime or transport data visualization, etc. Six content editors are working to
gather, describe and publish links to this material from this microsite.

e A workshop for bloggersnd citizen activists in the West Midlands to inform the
information gathering and guidance to develop around finding and using open
data.

e A workshop for elected representativies the West Midlands to inform the
information gathering and guidance to develop around finding and using open
data.
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Development of guidance materiébr citizens looking to campaign on a local
issue like saving the local library or putting pressure on the authorities over crime
or anti-social behavior or lack of facilities in a particular location.

Recruitment of speakerprepared, on a voluntary basis, to present material on the
benefits of releasing public data at local conferences and events. Development of
slides and other material from this project for these speakers.

Securing of speaker slotat key events to promote open data initiatives and open
data best practice

A conferenceon local open data and transparency. This will be an opportunity to
present and discuss findings from this project and brief policy practitioners on the
challenges and issues around the transparency agenda.

5.3. Conclusion

The public service reform initiatives in the studied countries are commonly put into practice
through these approaches and activities:

Reform/Implementation plan - Establishing and overseeing the implementation
plans focusing on robust project delivery and outcome focused governance
structures and processes

Information Sharing and Customer Serviee Leveraging Information and
Communications Technology (ICT) to better deliver services and information in a
more cost effective manner; delivering online services, data sharing and new cross
government capabilities; providing integrated services to enhance customer
experiences, and engaging customers in service design and delivery to reduce
information burden

Shared Services Rationalizing core structures and business processes that are
duplicated across the public service by establishing shared operations to drive
greater efficiencies and promote joined-up government through improved
information sharing and process improvement.

Business Process Improvemenmproving efficiency in priority areas across the
public service through business process and organizational improvements,
including cross-organizational initiatives.

Procurement Reform Delivering greater value for money through increased use
of common procurement frameworks, increased professionalism and more
innovative use of technology.

External Service Delivery Evaluating alternative models for the delivery of non-
core services in a more cost effective and flexible approach, with a focus on
customer service improvement.
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¢ Rationalization and Reorganization - Further rationalizing and re-configuring the
public service to deliver streamlined services and greater value for money, and to
promote greater integration and cooperation across organizations and sectors.

However, there are some more interesting initiatives that need consideration for actual
implementation, as well, in complement with those actions to achieve the intended overall

reform. They are such as the evaluation of Government-wide operational performance
management focusing on Departmental objectives, operational metrics and performance
assessment; improvement of capacity and capability across the public service including a
strong focus on leadership skills, staff development and performance at all levels through
the consolidation of performance management systems; renewal of the focus on
organizational performance and enhanced reporting of performance and progress. Also,
the resourcing policies supported by strategic workforce planning with a more proactive

identification and allocation of resources to priority activities where necessary are

important.
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Section 6.0ther Related Tasks

6.1. Introduction

This section is aimed to present the progress on operation of other related tasks of the project,
which are 1) the design of international study visit on e-government, 2) workshop
arrangement for presenting the project results, and 3) recommendations on Thailand’s
direction for the development of e-government to align with related directions of the
Roadmap for an ASEAN Community (2009-2015) For the part of international study visit,
this report presents two proposed plans for arrangement of the study visit for senior officials
from the Government of Thailand including the coordination of meetings with identified
institutions for knowledge sharing to achieve the benefits of e-government development in
Thailand.

6.2.  Design of International Study Visit on e-Government

In the Inception Report, the two alternative plans for international study tour have been
proposed for consideration, which are a policy-level visit to European countries, and a
middle-management-level visit for senior and operational officials to Republic of Korea,
Singapore, and U.S.A.

This Interim Report presents in detail the proposed visit programs and names of organizations
including some contact points and also the target topics/content expected to be learnt from
these proposed visits. The desk research and coordination via e-mails with partners and
institutions in some target countries, such as Austria, Switzerland, and Poland, have been
made to explore and identify interesting organizations for further arrangement of a visit.

6.2.1. Proposed Countries and Programs for Option 1: Policy-Level Visit to
European countries

The destination countries, visit programs and contact points for further coordination of
meetings are proposed, based on their best practices in modern e-government
development, online public services and e-participation of citizens in the government
processes, as well as the creation of pan-European e-government. The proposed countries
are Switzerland, Austria, and Poland (in sequence of farthest distance and flight duration).
In coordination with the existing partner of KU-IONA in Europe, the Europe visit
programs could be designed in more detail with support of the partner having assisted in
approaching some potential organizations in advance.
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1) Switzerland

Switzerland is ranked the W5of top twenty world leaders in e-government
development while ranked th& f top ten leaders in e-government development in
Europe region, according to the world e-government rankings by the United Nations
E-Government Survey 2012 As well, the e-Government project «geo.admin.ch»
(by the Coordinating Agency for Federal Geographical Information, aimed to foster
the exchange of geodata in a significant way) of Switzerland has achieved the 2nd
place in the 2012 United Nations Public Service AW&rdn the category of
“Advancing Knowledge Management in Government”.

Target Topics:e-Government strategy (especially the principles of ‘develop once, use
many times and open standards’); e-Government architecture; Open government;
Federal Office Automation; Implementation of cloud computing strategy; Nationwide
exchange standard for electronic records and documents for interoperability in e-
government

Proposed Organizations and Programs

(a) Federal IT Steering Unit (FITSU)
(Informatiksteuerungsorgan Bund ISB http://www.isb.admih.ch/

FITSU ensures implementation of the ICT strategy of the Federal Council. For this
purpose, it issues guidelines for the administrative units and centrally manages the
standard services of information and communication technologies (ICT) i.e. IT
services that the administrative units of the Federal Administration require with the
same or similar functionality and quality. FITSU coordinates cooperation between
the Confederation, the cantons and the communes in the field of e-Government, and
manages the Reporting and Analysis Centre for Information Assurance (MELANI).
The Programme Office of eGovernment Switzerland of FITSU takes the role to
facilitate coordination of eGovernment Switzerland activities between the
Confederation, the cantons/districts, as well as the cities and municipalities

Related Initiatives of FITSU:

e Federal Office Automation
The Federal Office Automation program aims to introduce uniform electronic
workplaces throughout the entire Federal Administration by 2012. This helps bundle

17 The UN e-government assessment in 2012 focused on the concept of integrated services that exploit inter-linkages among
different public services on a functionally and/or thematically similar one-stop-shop portal.

118 The United Nations Public Service Awards is claimed the most prestigious international recognition of excellence in
public service. It rewards the creative achievements and contributions of public service institutions that lead to a more
effective and responsive public administration in countries worldwide. Web site <http://www.unpan.org/unpsa>
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purchasing volumes and takes advantage of technical synergies, thereby significantly
reducing IT costs in the Federal Administration.

e eGovernment Map Switzerland
The eGovernment Map aims to further improve the networking of e-government
efforts and thus to achieve a major synergy effect. This promotes the nationwide
reusability of services. The principle develop once, use many times" will be promoted
especially for basic infrastructures.

e Open Government Data

Data generated in the course of administrative activity may be of benefit to the
population and the private sector. They contain major potential for innovation and
added value when reused and refined by the private sector and may create greater
transparency for government and administrative activity. The administration aims to
make all non-personal data generated in the course of administrative activity
accessible and reusable, to the extent possible according to the principles of the Open
Knowledge Foundation (http://okfn.org).

Proposed Visit Program

Meeting with the Director of FITSU for discussion on such topics as e-government
strategy and how to formulate and realize the action plans, how to get involvement
and collaboration from several government agencies and stakeholders, how to achieve
the federal office automation and open government data initiatives.

Duration:
0.5 day approximately

Location:

Federal IT Steering Unit

Schwarztorstrasse 59, CH-3003 Bern, Switzerland
Tel. +41 (0)31 322 45 38, Fax. +41 (0)31 322 45 66

(b) Bern University of Applied Sciences
(Berner Fachhocheshule BFH, http://www.bfh)ch/

Bern University of Applied Sciences has th€ompetence Centre for Public
Management and e-Governmeastablished as a scientifically independent service,
research, and development institution for public management and e-government. The
nationally and internationally oriented Competence Centre is part of the Research and
Services Division of the Business and Administration Department. The Competence
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Center for Public Management and e-Government is managed by Prof. Dr. Reinhard
Riedl. He is also an editor-in-chief of "e-Gov Prasenz" scientific periodical journal
(two issues per year).

Proposed Visit Program

It is proposed that if the delegation from Thailand will agree on participation in 1-2
lessons-learned presentations, a half-day workshop* could be organized with the
scientists from the University. The subjects will be about the e-government in
Switzerland, the interrelation between e-government and open government, the
current strategy and state-of-the-art of e-Government in Thailand (by members of the
Thai delegates), and discussi¢tfNote: This can be decided to make it a public
workshop, open for researchers and students of the University.)

Proposed Tentative Agenda of a Workshop

e Welcome address by the Head of the Department (Prof. Dr. Jirg Romer -
former Chief of the Government ICT Strategy Board)

e E-government in Switzerland (presentation by Prof. Dr. Reinhard Riedl,
Director of Competence Center for Public Management and e-
Government)

e The E and the O of the Government: the interrelation between e-
government and open government (presentation by Prof. Dr. Thomas
Myrach, Director of the Institute of ICT at the University of Bern)

e Presentation of the current strategy and state-of-the-art of e-government in
Thailand (by members of the Thai delegations)

e Panel-mutual discussion of the participants

e Open questions from other participants

e Conclusions

Duration
0.5 dayapprox.

Location

Bern University of Applied Sciences

Falkenplatz 24, CH-3012 Bern, Switzerland

Tel. +41 31 848 33 00, Tel. +41 31 848 33 51 (International Relations Office)

(c) During the visit to FITSU and to Bern University of Applied Sciences, a
discussion meeting with the Vice-Minister in charge of economical development
at the Ministry of Economy may be arranged for exchange of views on how
Switzerland can participate in e-government development in Thailand. (within the
duration of 0.5 - 1 hour)
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Contact Person for Switzerland Visit:

Professor Bogdan Lent, Ph.D.

University of Applied Sciences, Bern, Switzerland

University of Technology and Life Sciences at Bydgoszcz, and National Defense
Academy, Poland,

E-mail: <bogdan.lent@lent.ch>

2) Austria

Austria and Portugal belong to the leading e-Goveentrcountries in the European
Union, ranking first and third respectively, in terms of full online availability of
public servicesFrom he results of the ninth e-Government Benchmark 2Qiria

was declared the ‘European Champion in e-Government’ for the fourth time in a row.
Also Austria is ranked by the United Nations E-Government Survey 2012 as the first
emerging leader in e-government development while ranking ®iné the top ten
leading countries in e-government development in Western Europe.

Target Topics: Innovative e-Government platform, citizen-centrig@+ernment,
inclusive e-government (e-inclusion), Pan-European Public Procurement Online, e-
Health directory service

Proposed Organizations and Programs
(@) Federal Computing Centre
(Bundesrechenzentrum BREp://www.brz.gv.aj/

The Federal Computing Center is the market leader in IT services and e-Government
partner for the Austrian federal government. The BRZ has one of the largest data
centers in Austria. With the latest hardware and software, and a parallel data center, it
offers high system availability and reliability.

Proposed Visit Program

Half a day visit for operations experience in managing e-Government applications
with the following tentative agenda:

e Welcome by the Head of the BRZ (Dr Roland Jabkowski)

e Government Cloud: pro and cons, by Chief e-Gov at BRZ (Dr. Klaus John)

e Premises of the BRZ in Vienna (operations experience in managing e-Gov
applications)

e Conclusion and closing
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Duration

0.5 day approximately

Location

Federal Computing Centre (Bundesrechenzentrum GmbH)
Hintere Zollamtsstral3e 4, A-1030 Vienna, Austria

Tel: +43 (0) 1 711230

E-Mail: <Kundenservice@brz.gv.at>

(b) Ministry of Finance
(http://www.bmf.gv.atdr http://english.bomf.qv.at/

The Ministry of Finance has developed innovative e-Government solutions and has
already received multiple awards as a result. The aim of the Federal Ministry of
Finance is to offer both citizens and businesses the best possible service and to
structure an increasing number of official channels electronically so as to render them
in a simple, swift and efficient way. The BMF serves as a central electronic service
platform for public administration in Austria entrepreneurs.

Proposed Visit Program
1-2 hours meeting and experience exchange in subjects of financing of the e-
Government effort in Austria and business plans of the e-Government.

Duration
1-2 hours approximately

Location:

Ministry of Finance

Hintere Zollamtsstral3e 2b, 1030 Vienna, Austria
Tel: +43 (0)1 51433 0

(c) Vienna University of Technologypon interest)
(http://www.tuwien.ac.atbr http://www.tuwien.ac.at/en/tuwien_hompe/

Vienna University of Technology (TU Vienna) is located in the heart of Europe, in a
cosmopolitan city of great cultural diversity. For nearly 200 years, the TU Vienna has
been a place of research, teaching and learning in the service of progress. The TU
Vienna is among the most successful technical universities in Europe and is Austria’s
largest scientific-technical research and educational institution. Its mission is
"technology for people".
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Proposed Visit Program
Possibility to arrange a half-day workshop on e-Government Strategy Implementation
in Austria, implementation risks and experiences, and e-government implementation
experiences in Thailand (by members of the Thai delegates) at Vienna University of
Technology, with this tentative agenda
e Welcome by the senior University member (person to be chosen)
e e-Gov Strategy Implementation in Austria by Chief e-Gov at BRZ (Dr. Klaus
John) or other person
e Implementation risks and experiences, presentation by Dr. Andreas
Ehringfeld (researcher of Industrial Software Institute at TU Vienna)
e e-Gov implementation: experiences of Thailand by member of Thai
delegation
e Discussion and conclusion

Duration
0.5 day approx.

Location

Vienna University of Technology
Karlsplatz 13, 1040 Vienna, Austria
T: +43 (0)1 58801 0

Contact

Mag. DI Dr. Andreas Ehringfeld

Industrial Software Institute, TU Vienna (http://www.inso.tuwien.ac.at/)
Wiedner HauptstralRe 76, Stiege 2, 2. Stock; 1040 Vienna, Austria
E-mail: <andreas.ehringfeld@inso.tuwien.ac.at>

(d) The Austrian Federal Chancellery
(Bundeskanzlerantittp://www.bka.gv.a}/

In addition, the coordination has been made to facilitate a visit of Thai delegates to the
Austrian Federal Chancellery for discussion on e-government policy issues

Duration
2 hours approx.

Location
Federal Chancellery (Bundeskanzleramt)
Ballhausplatz 2, 1014 Vienna, Austria
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Tel: +43 (0)1 531150

Contact Persons for Austria Visit

Dipl.-Ing. (FH) Klaus J. John

Professional Architect

E-Government

Federal Computing Centre, Dept. E-DC,

Hintere Zollamtsstral3e 4, 1030 Vienna, Austria

Tel: +43 (0)1 71123 3424, Mobile: +43 664 8340306
E-mail: klaus.john@brz.gv.at

Professor Bogdan Lent, Ph.D.
E-mail: bogdan.lent@lent.ch

3) Poland

European Union raised the Electronic Communication System for Public

Administration (SEKAP) initiative of Poland as an example of innovative regional

solutions to e-government and good practice for other regions. Other interesting
initiatives are such as e-Court, e-Tax, e-Land and mortgage systems. Poland is
ranked the fifth of the top ten countries in e-government development in Eastern
Europe.

Target Topics:Security issues in e-government, Electronic communication system for
public administration/SEKAP Project (innovative regional solution to e-government),
Reforming organizational structures of public administration, Coordination of
interoperability between the administration systems, Government Cloud

Proposed Organizations and Programs
(@) Ministry of ICT and Administration / Ministry of Adimstration and Digitization
(https://mac.gov.plér https://mac.gov.pl/eny/

The Ministry works in response to the governmental strategies, especially on the
digitization for a digital boost for the country’s development, based on the state’s
needs to focus on developing the broadband infrastructure, support the development
of web content and services and promote digital literacy among its citizens. Efficient
digitization is promoted based on three pillars: providing Internet access; developing
web content and resources; and promoting digital literacy.

Proposed Visit ProgramOne day visit for the following tentative agenda:
e "Panstwo 2.0" (Country 2.0) -- Poland's strategy in e-Gov developments
e State organization of the e-Government Project selection
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¢ Relation of the governmental processes and EU-policies (Innovation
Economy)

e Polish experience with implementing e-Government

e |CT Centre of the Polish Government

e Discussion

¢ Closing remarks and conclusion on possible further cooperation

Duration
1 day approx.

Location

Ministry of Administration and Digitization

27 Krolewska St., 00-060 Warsaw, Poland

Tel: (+ 48) 22 245 59 31 (The Minister’s Office)

Tel: (+48) 22 245 59 10 (Department of Public Administration)

(b) National Defence Acaden(lgttp://www.aon.edu.pl
(*This can be arranged with at least 6-8 months advance nptice

Proposed Visit Program
1-day conference or workshop on “Security issues in e-Government” with the
tentative agenda such as:
e Security policy of the Ministry of ICT
e Data security
e Access security
e Government Cloud issues
e Panel discussion on topics of e-government security
Closing

Duration
1 day approx.

Location:
National Defence Academy
Al. gen. Antoniego Chrugiela "Montera” 103, 00-910 Warsaw, Poland

Contact Person for Poland Visit

Professor Bogdan Lent, Ph.D.

University of Technology and Life Sciences at Bydgoszcz, and National Defense,
Poland
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E-mail: bogdan.lent@lent.ch

6.2.2. Proposed Countries and Programs for Option 2: Middle-Management Level
Visit to Republic of Korea / Singapore / U.S.A.

The countries for a middle-management and implementation level visit are proposed
including Republic of Korea, Singapore, and U.S.A., depending upon specific interests of
MICT. The visit programs to those proposed countries have not yet been designed in
details due to the lack of potential contact persons or partners.

1) Republic of Korea

The e-Government of Korea is cited as a major success case in numerous
international economic indexes, and has served as one of the most successful best
practice models in the global communifgepublic of Korea is the top world e-
government development leader ranked by the United Nations e-Government Survey
2012.

Target Topics Smart e-government, m-Government, broadband policy, institutional
governance, single sign-on integrated services, and uTradeHub/NSW for paperless
trade.

Proposed Organizations

(a) Informatization Strategy Office, Ministry of Public Administration and Security
(http://www.mopas.go.kr/gpms/view/english/about/aB6.sp)

Ministry of Public Administration and Security (MOPAS) develops policies and
implements services for Korea’s e-government, which received first place in the 2010
UN e-Government Survey. In promoting smart administrative services, MOPAS
provides different smart services to raise users’ convenience and satisfaction such as
smart civil affairs service, smart security, smart disaster management. The Ministry
has established the Smartwork Center in selected regions, allowing long-distance
commuters to work closer from their homes. MOPAS plans to create mobile offices
using smart phones and tablet PCs.

The Informatization Strategy Office is responsible to coordinate policies on national

informatization and e-government; operate e-government services and portal; promote
global cooperation in informatization and e-government; develop policies related to

personal information protection and cyber security, as well as promotion of healthy

information societies.
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Duration

0.5-1 day approx.

Location

Ministry of Public Administration and Security
209 Sejong-daero(Sejong-ro)

Jongno-gu, Seoul, Republic of Korea

Contact:

Bo Young Rhim
e-Government

Tel: +82-2-2100-3518
E-mail: byrhim@mopas.go.kr

(b) National Computing Information Agency (affiliated organization of Ministry of
Public Administration and Securityhtp://korea.ncia.go.kr/index2.htinl

National Computing Information Agency (NCIA) manages computerized
administrative systems of government agencies and promptly responds to cyber
attacks such as DDoS (Distributed Denial-of-Service), hacking, and computer viruses.
For economical operation of national information resources, the national information
communication network and e-Government enables integrated purchase and usage of
information resources, thus promoting more cost-efficient way of information
management. Furthermore, to respond to a fast changing administrative environment
to support smart e-government infrastructure with cutting-edge technology, NCIA
works with MOPAS to further promote smart work, mobile administration, and cloud
computing services. It develops and provide modular platforms to be shared by
ministries: G-Cloud platform service; G-Mobile platform service; and Smart Office
platform service. The interesting activities of NCIA are that it has established the e-
ANSI (Advanced National Security Infrastructure)a comprehensive e-government
security monitoring system (2011), deployed G-Cloud — a government cloud
computing platform for e-government, and recently opened the Mobile e-Government
Service Support Center (2012).

Duration:
1 day approx.

Location:

National Computing Information Agency
305-718 793 Daedeokdae-ro
Yusung-gu Daejeon, Republic of Korea
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Tel: +82 42 250 5000 up to 5114
Tel: +82 42 250 5270 (general)
E-mail: nciaadm@korea.kr

(c) Korea Trade Network Co. Ltd (KTNET)
(http://homepage.ktnet.co.kr/company_eng/global_P1.js

The Ministry of Knowledge Economy and the Korea International Trade Association
("KITA") have carried out a project to build "e-Trade (paperless trade) services" as a
part of the "e-Government agenda" since 2003. As a result, the uTradeHub was
introduced as a new concept of a national e-Trade network and as a single online
window for trading activities. The uTradeHub processes overall trade affairs
seamlessly ranging from marketing to settlement by linking networks of trading
related entities for each process.

The uTradeHub has simplified complicated trading procedures by providing online
services, making it unnecessary to visit banks or trade-related authorities.

The Ministry of Knowledge Economy designated KTNET as the e-Trade service
provider for operating the uTradeHub services and systems under the e-Trade
promotion law.

Duration:
0.5 day approx.

Location:

Korea Trade Network Co., Ltd.(KTNET)

Room 1104, World Trade Tower

Samsung-dong, Kangnam-gu, Seoul, 135-729 Republic of Korea
Tel: +82 2 6000 2114

2) Singapore

Singapore is recognized as an e-government leader by international benchmarking
agencies. It is consistently ranked amongst the top 3 in the e-government indices of
the World Economic Forum Global IT Report from 2009 to 2011. As well, Singapore
is ranked the world’s top 10 e-government leaders and also the 2nd top e-government
leaders in Asia, after Republic of Korea, by the UN E-Government Survey 2012.

Target Topics:e-Citizen, Cloud computing for government, Cloud security standard,
Whole-of-Government Enterprise Architecture and e-Service Development,
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collaborative social-networking platform for public offices, government web services
exchange, m-Government/Services, Cluster development and Government Chief
Information Office (GCIO)

Proposed Organizations

(@) Infocomm Development Authority of Singapore
(http://www.ida.gov.sg/

As the Chief Information Officer (CIO) for the Singapore Government, Infocomm
Development Authority of Singapore (IDA) is responsible for master planning,
project-managing and implementing various infocomm systems and capabilities for
the Government. It oversees IT standards, policies, guidelines and procedures for the
Government, and manages the infocomm security of critical infocomm infrastructure
and the implementation and management of e-government programs (Ministry of
Finance :MOF) is the e-government owner, responsible to set the policy direction on
use of ICT in government, champions and provides funding for whole-of-government
programs and projects.)

IDA also works with other public agencies to increase the reach and richness of e-
Government services. Connecting the industry’s innovative solutions to the
Government’s needs, about 1,600 public sector services are available online today. To
make these services even more accessible, IDA is working closely with agencies to
make them available on mobile platforms for users to transact with the Government
while on the move.

IDA oversees whole-of-government ICT initiatives to maintain Singapore
Government's leadership position as an innovative user of infocomm technologies to
provide public services; and to co-create and connect with its people. This includes
eGov2015 master plan and sectoral infocomm initiatives to support the transformation
of the education, financial, tourism, trade, healthcare sectors.

eGov2015 seeks to bring integration of systems, processes and service delivery from
within the Government to beyond the Government. The vision of eGov 2015 is to be
a Collaborative Government that Co-creates and Connects with our People. To
achieve the vision of a Collaborative Government, the new master plan focuses on
three strategic areas: Co-creating for Greater Value; Connecting for Active
Participation; Catalysing Whole-of-Government Transformation

Duration
2 days approx.
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Location

Infocomm Development Authority of Singapore

10 Pasir Panjang Road, #10-01 Mapletree Business City
Singapore 117438

Tel: +65 6211 0888 (mainline), +65 6211 2100 (general inquiries)
Fax: +65 6211 2222

3) United States of America

U.S.A. is the top five world e-government development leader, according to the UN E-
government Survey 2012, and the top ranked country in the Americas. U.S.A. was
found a best practice example of an integrated portal that provides easy to navigate
design and collects and consolidates all information and services for citizens in one
place, including agency services at the state and local level, which vastly increases
the effectiveness of user search and uptake.

Target Topics: e-government business process outsourcing, open government
initiative, e-participation, cloud IT services, mobile government, cyber security, and
data privacy.

Proposed Organizations

(a) Office of Citizen Services and Innovative Technologies and Federal Risk and
Authorization Management Program (FedRAMP) — the Agencies under the U.S.
General Services Administration

e Office of Citizen Services and Innovative Technologies (OCSIT)
(http://www.gsa.gov/portal/cateqory/25729)

The Office of Citizen Services and Innovative Technologies (OCSIT) is the nation's
focal point for data, information and services offered by the federal government to
citizens. In addition, it is also a leadership role in identifying and applying new
technologies to effective government operations and excellence in customer service in
the government e.g. GSA open government initiatives, mobile government, Cloud IT
Services, Data Center Services.

The Office of Innovative Technologies focuses on initiatives that enable agencies to
deliver most effective and efficient services to citizens, Information technology
initiatives that advance the President’s technology agenda, including e-Government
initiatives and Cloud computing initiatives under the Federal Cloud Computing
Program Management Office (PMO.)
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e Federal Risk and Authorization Management Program (FedRAMP)
(http://www.gsa.gov/portal/cateqory/102371)

FedRAMP is a government-wide program that provides a standardized approach to
security assessment, authorization, and continuous monitoring for cloud products and
services. It is the result of close collaboration with cyber-security and cloud experts
from GSA, NIST (National Institute of Standards and Technology), DHS (Department
of Homeland Security), DOD (Department of Defense), OMB (Office of Management
and Budget Policy), the Federal CIO Council and its working groups, as well as
private industry.

The FedRAMP assessment process is initiated by agencies or cloud service provider
(CSPs) beginning a security authorization using the FedRAMP requirements which
are FISMA (Federal Information Security Management Act) compliant and based on
the NIST 800-53 rev3 (Information Security - Recommended Security Controls for
Federal Information Systems and Organizations).

Duration
1- 1.5 days (for open government initiatives, mobile government, Cloud IT Services,
FedRAMP)

Location:

U.S. General Services Administration

One Constitution Square

1275 First Street, NE, Washington, DC 20417

Tel: +202 501 1231

Tel: +202 501 0705 (Office of Citizen Services and Innovative Technologies)

Contact points of OCSIT
Gwynne Kostin

Tel: +202 501-1797

E-mail: gwynne.kostin@gsa.gov

Leader Authority of OCSIT

Mr. David L. McClure
Associate Administrator

Tel: +202 501 0705

E-mail: david.mcclure@gsa.gov
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(b) Department of Homeland Security (DH8Yp://www.dhs.gov/

e DHS Privacy Officghttp://www.dhs.gov/about-privacy-offige

The mission of the Privacy Office is to protect all individuals by embedding and
enforcing privacy protections and transparency in all DHS activities. It works with
every component and program to ensure that privacy considerations are addressed
when planning or updating any program, system or initiative. It strives to ensure that
technologies used at the Department sustain, and do not erode, privacy
protections. The Privacy Office uses the DHS Fair Information Practice Principles
(FIPPs) as its policy framework to enhance privacy protections by assessing the
nature and purpose for all personally identifiable information (PIl) collected to fulfill
the Department's mission. The CIO Council has just released new ‘Recommendations
on Standardized Digital Privacy Controls’ in December 2012.

e International Trade Data System (ITD&)p://www.itds.gov/

ITDS provides all appropriate agencies a single point of access to consolidated import
information through a secure web portal, and will continue to expand existing public-
private partnerships in order to seek and share recommendations and best practices
within the importing community. It is the program that assists Participating
Government Agencies (PGAs) in identifying, documenting, and executing their plan
to leverage ACE (Automated Commercial Environment) to improve business
operations and further agency missions. The ITDS’s mission is to implement a secure,
integrated, government-wide method for the electronic collection, storage, use, and
dissemination of international trade data. ITDS’ overarching goal is the utilization of
the concept commonly known as the Single Window that will provide the trade with
the ACE functionality through which they can electronically submit all information to
comply with CBP (Customs and Border Protection) and other government
regulations. The information would then be assessed electronically by the relevant
government departments and agencies, resulting in border-related decisions which
would be transmitted electronically back to the trade.

The U. S. Customs and Border Protection (CBP) International Trade Data System
(ITDS) Concept of Operations (ConOps) was developed (published 2010) to serve as
the foundation to incorporate the future vision of CBP business practices into the
modernization effort called ACE (Automated Commercial Environment). This
document is the first step towards achieving the concept most notably known as the
automated “single window.” This CBP ConOps includes the modernization of CBPs
cargo processing in ACE and the creation of the single window data input. It also
includes data sharing between Trade and federal agencies, between federal agencies
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themselves, and accomplishes significant objectives of the CBP Trade Vision and
Strategy.

Duration:
1-1.5 days (for privacy and cybersecurity-related issues and single-window ITDS
services for secure trade)

Location:

Department of Homeland Security

245 Murray Lane SW, Washington, DC 20528-0075
Tel: +202-343-1717 (Privacy Office)

Email: privacy@dhs.gov

6.3. Progress on Workshop Arrangement

The workshop to present the study results is scheduled to take place tentatively either toward
the end of July or early in August 2013, however, depending upon further discussion with
MICT and the World Bank.

6.4. Progress on Proposal of Recommendations on Thailand’'s direction for the
development of e-government to align with related directions of the Roadmap
for an ASEAN Community (2009-2015)
The Roadmap of an ASEAN Community (2009-2015) has been roughly explored by the KU-
INOVA consultant team to find that the part of ASEAN Economic Community Blueprint
contains the related content of e-government development and interoperability. This will be
further studied and carefully perused to come up with the recommendations to be proposed in
the subsequent reports.
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Appendix A: Data of e-Government Online Services in Thailand (Jauary-March 2013)
Surveyed by KU-INOVA

Stage 2 Stage 3 Stage 4 stage 2 Stage 3 Stage 4

YINUIYIY d d = | (%) (%) (%)

(Names of Public Agencies) a2l | e g b c

1. éhilnuneniguun3 (Office of the Prime Minister)

dilnnuddadinuiensguuns (Office of the Permanent
11 v v v vV v vV v v 100 50 100

Secretary, The Prime Minister's Office)
1.2 NUUTEIIFUNUS (The Public Relations Department) v v v v v 75 25 0

diinnuaugnssunsAuAsesuslaa (Office of the Consumer
13 v v ov v v v Vv v v 50 50 100

Protection Board)

1.4 dliniaunBnisAneSauuns (The Secretariat of the Cabinet) v v v 75 0 0
dinav1sn1suieniguuns (The Secretariat of the Prime

1.5 v v v v v 75 25 0
Minister)

1.6 d11nY1InI0URsTIA (National Intelligence Agency) v v 50 0 0

1.7 d1insulseanu (The Bureau of the Budget) v v v v v v 75 50 0

dinnuaniausiumaied (Office of the National
1.8 v v v v 75 0 0

Security Council)

o

1.9 drlinaueugnssunngufni (Office of the Council of State) v/ v/ v/ v vV 100 0 0

dunuAMEnIIINSIITINTNaSeu (N..) (Office of the
1.10 v v v Vv v v v v 75 50 100

Civil Service Commission)
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. Stage 2 Stage 3 Stage 4 Stage 2 Stage 3 Stage 4
vemseny d a b @ ()
(Names of Public Agencies) a2 | 5 c
1 1 2 3

AUNNUAZNIINNITHAILNTZUUTIINTT (N.0.9.) (Office of the

1.11 v v 75 50 0
Public Sector Development Commission)
A1innuANLNITUNMIRRIINSIATEEN LAY EIANLIIA

1.12  (Office of the National Economic and Social Development v v v v 100 25 50
Board)
drinnunesuaiuayunsive (Mheanudasy) (The Thailand

113 v v v 15 0 100
Research Fund)
nesgemsshwausiuaaneluswerandns (nternal

1.14 v 50 0 0
Security Operations Command)
A11INNUANENITUNITAVAINUYYIF (The National Health

1.15 v v 75 0 0
Commission office)
dinnuiuseanasunasUseidiunun N seng (23An1s

116  umu) (Office for National Education Standards and Quality v~ v/ 100 0 0
Assessment (Public Organization))
driinaunesunginuiayuruiiouianid (National Village

1.17 v v v 50 0 0
and Urban Community Fund Office)
pesfnIUSsMIRANUTRewRon1ieuisregredstu

118 (23An15uM1vY) (Designated Areas for Sustainable Tourism v v v 75 0 0
Administration (Public Organization))

119 ddnnuduaSunisinuseyuuasingsanis (esfnsumaw) v v v 100 25 0
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. Stage 2 Stage 3 Stage 4 Stage 2 Stage 3 Stage 4
YaNUBIU d d a b @ (%) (%)
(Names of Public Agencies) a2l | e g b c
1 2 3 q 1 2 3

(Thailand Convention & Exhibition Bureau (Public
Organization))
drilnauuimisuasianesdanus (esAn1suman) (Office of

1.20 Knowledge Management and Development (Public v v v v v v v 75 25 0
Organization))
anTuuImsianIssuAs TRy (esfnsumw) (The Land

1.21 0 0 0
Bank Administration Institute (Public Organization))
UTEN aaum 3109 @) (553amina) (MCOT Public

1.22 - v v v v v v Vv v 100 25 0
Company Limited)

2. nsensananluy  (Ministry of Defence)

drinsuddnnsensinailuu (Office of the Permanent
2.1 v v v v v v v 75 25 50

Secretary for Defence )

22 NIUTIT0IASNY (Royal Aide-De-Camp Department) v v Vv 50 25 0
naalgynn1snaavinlng (Royal Thai Armed Forces

2.3 v v v v v v v v 100 25 0
Headquarters)

24 nainun (Royal Thai Army) v v v v v v v 100 25 0

25 neeinse (Royal Thai Navy Headquarters) v v v v v v 75 25 0

2.6 NeeineIN1A (Royal Thai Air Force) v v v v v v 75 25 0

2.7 aeANITANATIEIII S IUANTUNSEUTUS1YUSUA (The War v 25 0 0
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. Stage 2 Stage 3 Stage 4 Stage 2 Stage 3 Stage 4
YaNUBIU d d a b @ (%) (%)
(Names of Public Agencies) a2l | e g b c
1 2 3 q 1 2 3

Veterans Organization of Thailand Under Royal Patronage of
His Majesty the King )
aontumaluladiesiulssma (esAn1sumiau) (Defence

2.8 v v v v 100 0 0
Technology Institute (Public Organization))
UTEN gnamn 91dn (359a11A1) (The Bangkok Dock

2.9 v - v v v v 100 0 0
Company (1957) Limited)

3. N3291529N135AA9 (Ministry of Finance)

AilnuUsnnsENTIN1sAaY (Office of the Permanent

3.1 v v v v oV v v v 100 25 50
Secretary for Finance )

3.2 N3UsUISNY (The Treasury Department ) v v v v v v v v 75 50 50

33 nsuUgTnans (The Comptroller General's Department ) v v v v v v v v v 75 50 100

3.4 N3UAANINS (The Customs Department ) v v v v v v v v v v v v 15 100 100

3.5 NUATINENN (The Excise Department ) v v v v v v v v Vv v v v 100 75 100

3.6 N3UA33WINT (The Revenue Department ) v v v v v v v v v v Vv v v 100 100 100

. dinnuangnssunsuleuieiziamia (State Enterprise Y, s v 100 25 5
Policy Office )

3.8 drifneuuSunsuiansisae (Public Debt Management Office) v v v v v v v Vv V v 100 50 50

3.9 d11inauAswgian1sada (The Fiscal Policy Office ) v v v v v v v Vv v 100 25 50
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YaNUBIU d d a b @ (%) (%)
(Names of Public Agencies) a2l | e g b c
1 2 3 4 1 2 3
310  annduAuAseaiudn (Deposit Protection Agency) v v v v v v 100 0 0
311 nesudunilatingdsiwnis (Government Pension Fund) v v vV vV v v 100 25 0
nesuidulidfudions@inw (nem) (Student Loans Fund
3.12 ( )“) * v v v v v v 75 25 0
SLF

Ainnuannssunsnsmiulasdsasunisusenaussia

3.13 o . v v v v v v vV v v 100 75 0
Usgnunw (aun.) (Office of Insurance Commission )
dhaumuiaieiaunassgiatuUssmaioutu (eadns

3.14  umvu) (Neighboring Countries Economic Development v v v v 100 0 0

Cooperation Agency (Public Organization))

315  d@ilnnuaaniuiuedzuia (The Government Lottery Office ) v v v v 50 0 0
316  158181gu (Thailand Tobacco Monopoly ) v v v v v v v 75 50 0
3.17 5UIANT88UEAY (Government Savings Bank ) v v v v v v v v v v v v’ 100 75 100
318  5UIANIEIA1IANLATIEY (The Government Housing Bank ) v v v v v v 100 25 0
511A3N53M8 10 (W) (Krung Thai Bank Public
3.19 ' v v v v v v v v v v 100 75 0
Company Limited)
suIAISeMSINYATLATaVNIaINITNEAS (Bank of Agriculture
3.20 v v Vv v v v v 100 25 0

and Agricultural )

suAsifiensaseenuazidiuisuszmnelne (Export-import
3.21 v v v 75 0 0
Bank of Thailand )
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Famineau
(Names of Public Agencies) a2 | 5
SUIPNTHAILMIEMN VLN Az IR ouuisUsEInAlNe
322 (Small and Medium Enterprise Development Bank of v v
Thailand )
323 suimsaauuisUsymelne (slamic Bank of Thailand ) v v

UsTENUsEAUdUegnamMnTIUTWIngan (Thai Credit
3.24 v v

Guarantee Corporation)
Uﬁ@'ﬂmmmmﬁuﬁaﬁagmﬁa (usn.) (Secondary Mortgage

3.25 v
Corporation )

pananannsndunalsewnelng (The Stock Exchange of

3.26 v v
Thailand)
U3t avlsausalnewaznsviesiien 189 (The Syndicate of

22 Thai Hotels and Tourists Enterprises Limited)

28 UTTENUIMTAUNSNE Y (Thai Asset Management

Corporation)
4. N38N329N135A19U58meA (Ministry of Foreign Affairs)

ainnuudnnsensIensanausewea (Office of the Permanent s o
4.1

Secretary for Foreign Affairs)

4.2 N5UN13n9Ea (Department of Consular Affairs ) v v

4.3 ﬂmﬁ%miﬁgm (Department of Protocol )

Interim Report -Design and Implementation of e-Government

Stage 2

Stage 3 Stage 4 stage 2 Stage 3 Stage 4
d a b (@ (%) (%)
(o}
1 2 3

100 0 0

100 0 0

100 50 0

50 25 0

v v 100 75 0
25 0 0

50 0 0

v 100 25 50

v v v 75 25 100

25 0 0
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YaNUBIU d d a b @ (%) (%)
(Names of Public Agencies) a2l | e g b c
1 2 3 q 1 2 3
4.4 nsuglsy (Department of European Affairs ) v v v v 50 25 0

ﬂimﬂiﬁ:}gﬁ%zw’iwﬂismﬂ (Department of International
a5 v v 50 0 0
Economic Affairs )

ﬂsmuﬁé’mmma:ﬂgwmﬂ (Department of Treaties and Legal
4.6 v 25 0 0
Affairs )

a7 nsuaNstiwme (Department of Information ) v v 50 0 0

NIUDIANITTENINUsEINA (Department of International
4.8 v 25 0 0
Organizations )

nIUBLENLAzLUETNLA (Department of American and South
4.9 v 25 0 0
Pacific Affairs )

410  nsueTeu (Department of ASEAN Affairs ) v v v v 75 0 0
411  nueWengiusen (Department of East Asian Affairs ) v v v 50 0 0

nsueweld mziusonnalauaziening (Department of South
4.12 v v v 50 0 0
Asian, Middle East and African Affairs )

dinnumnudauiioieniswaunsyninsUsemea (Thailand
413 v v v 75 0 0

International Development Cooperation Agency )
5. pEnsrensTiasfieanasivg (Ministry of Tourism and Sports)

dthnuldnnsensasmsveadioanaz i (Office of the
5.1 v v v v Vv v v v v 100 50 50

Permanent Secretary for Tourism and Sports)
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Fonuea
YBNUIBIY d d a b () (%) (%)
(Names of Public Agencies) a2l | e g b c
1 2 3 4 1 2 3
nsuNaAnY
5.2 v v v v v v 75 50 0
(department of physical education )
5.3 anduniswadne (Institute of Physical Education) v v v v 75 25 0
5.4 nsunsviaadien (Department of Tourism ) v v v v v v Vv v 100 25 0
55 st ueUszmalna(nnmn.) (Sports Authority of Thailand ) v v v v v v v 100 25 0
5.6 msvieadiuvisusznelneg (Tourism Authority of Thailand ) v v v v v v v v Vv 100 50 0
6. nizvmemsﬁwmﬁeﬂmm:wnmﬁ"uawawqwé (Ministry of Social Development and Human Security)
driinnuudansensrsmsianndeunayaiuiunsesiyed
6.1 (Office of the Permanent Secretary for Social Development v/ v/ v/ v v v v v 100 25 50

and Human Security)

ATNRRIUNFIAULEZETERNT (Department of Social
62 P 77| 7| 7 v v v 100 50 0

Development and Welfare )

drinsuianisansuazaartuasaunsa (Office of Women's
6.3 v v v 25 0 0

Affairs and Family Development )
drinnuduaSuatannmuaziiving winienivu dreslona uaz
6.4 Hgeeny (Office of Welfare Promotion, Protection and v v v v v v v 100 25 0
Empowerment of Vulnerable Groups)
dinnudsaSLarRTuLIANAMTINAUNNITLIYIFA (National

6.5 v v v v v v v 75 50 0

Office for Empowerment of Persons with Disabilities )
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. Stage 2 Stage 3 Stage 4 Stage 2 Stage 3 Stage 4
YaNUBIU d d a b @ (%) (%)
(Names of Public Agencies) a2l | e g b c
1 2 3 q 1 2 3

an 1T uTAILIBIANIYUTY (B9ANTTUMNY) (Community
6.6 v v v v v 100 0 0

Organizations Development Institute (Public Organization))

6.7 MILANEWAYIR (5538103) (National Housing Authority ) v v v v o ov v v 75 50 0
diinausuATIe (553amAA) (Office of the Government

6.8 v v v 50 0 0
Pawnshop)

7. nsEnsAsnuAsuazannsal (Ministry of Agriculture and Cooperatives)

Finnuldansensiununsuasannsal (Office of the

7.1 v v v v v v v v v v 100 25 100
Permanent Secretary for Agriculture and Cooperatives)
7.2 nsuwaUsENIU (Royal Irrigation Department ) v v v v v v v v v 75 50 50
7.3 nsunsaURyTannsal (Cooperative Auditing Department ) v v v v v v 100 50 0
7.4 n3uUsEU4 (Department of Fisheries ) v v v v v v v v Vv v v v 100 75 100
7.5 nsuUadnd (Department of Livestock Development ) v v v v v v v v v 100 50 0
76 nsuWanfinu (Land Development Department ) v v v v v v v v v v v v 15 75 100
7.7 N353 INSNEAT (Department of Agriculture ) v v v v v v Vv v v v 100 50 0
7.8 NIUANLESNNISINYAT (Department of Agricultural Extension) v v/ v v v v v Vv 75 50 0
7.9 nyuasLEsNannsal (The Cooperative Promotion Department) v/ v v v v v v 75 25 50
10 dunnulfzunnueLnymInssu (Agricultural Land Reform vy v v v v v 100 »s 0

Office )
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Yonulea
YBNUIBIY d d a b () (%) (%)
(Names of Public Agencies) a2l | e g b c
1 2 3 4 1 2 3
AUNNULIATHIVEUA LN BATLAZD I TUNIYF (National
7.11 - v v v v v v v v v 100 75 0
Bureau of Agricultural Commodity and Food Standards )
712 dinnuAsegnanisinems (Office of Agricultural Economics)) v v v v v 75 25 0
713 nsun15917 (Rice Department) v v v 50 25 0
714 nswmieuluu (The Queen Sirikit Department of Sericulture) v v v v v 50 25 0
dAdnnuiaunsidensnens (@sfn1sunivw) (Agricultural
7.15 v v 50 0 0
Research Development Agency (Public Organization) )
amﬁ'u%é’fmasﬁmmﬁuﬁqa (2sAN15UMY) (Highland
7.16 v v v v 100 0 0
Research and Development Institute (Public Organization))
dinnuiiisiusiinensidunssifosAnsyumaniansy
7.17 Lﬁﬁaéﬁ"«l (@3An5UmTL) (The Golden jubilee Museumn of v v v 50 0 0
Agriculture Office (Public Organization))
718  ©3AN13@IUEN8 (Rubber Estate Organization ) VR v v v 75 25 0
719  esnsazwiulan (Fish Marketing Organization ) v v v v v v 75 25 0

paAnTsasEsuAanIslauNusUsEmAlne (Dairy Farming
7.20 v v v v v v 100 25 0

Promotion Organization of Thailand )
drlinnunesmuanaseinisviauens (Office of the Rubber

7.21 v v v v v v v 100 50 0
Replanting Aid Fund )

722 en1smainiiieinunsns (The Marketing Organization for v v v v v 75 25 0
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YaNUBIU d d a b @ (%) (%)
(Names of Public Agencies) a2l | e g b c
1 2 3 q 1 2 3
Farmers)

8. N3¥N329AUUIAN (Ministry of Transport)

dinauudansensisanunai (Office of the Permanent

8.1 v v v v v v v v v 75 50 100
Secretary for Transport)

8.2 N3UN15VUEIMIIUN (The Department of Land Transport ) v v v v v v 50 75 50

8.3 AU (Marine Department ) v v v v v v v v v 15 50 100

8.4 N3UNINAN (The Department of Highways ) v v v v v v v 75 25 0

8.5 ATUNIINAWYUUN (Department of Rural Roads ) v v v v v v v 100 0 0

o dunulouiglagununsruaazas1as (Office of Transport Nl |21 100 o o
and Traffic Policy and Planning )

8.7 nsun1sdunasou (The Department of Civil Aviation ) v v v 75 0 0

8.8 niEeusUsEmAlnY (Port Authority of Thailand ) v v v v v v v v v 15 75 100

8.9 nssalnussusemelneg (The State Railway of Thailand ) v v v v 75 0 0

8.10  DIANITVUAWNIAVUNTINN (Bangkok Mass Transit Authority ) v/ v v v v 75 25 0
u3Em nsdulve $10% (Wnww) (Thai Airways International

8.11 v v v v v v v v v v 100 75 50

Public Company Limited )

U3 vihemeeulne Sie (W) (Airports of Thailand
8.12 v o v v v v v 100 0 0
Public Company Limited (AOT) )
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. Stage 2 Stage 3 Stage 4 Stage 2 Stage 3 Stage 4
YaNUBIU d d a b @ (%) (%)
(Names of Public Agencies) a2l | e g b c
1 2 3 q 1 2 3

U3 Inensfuwiausemelng d1in (Aeronautical Radio of
8.13 v v v v 4 v v 75 50 0
Thailand Company Limited)

8.14 UIEWM Uds 9119 (The Transport Company Limited ) v v v v v v v 75 50 50

s IneiuSonsia $10 (Thai Maritime Navigation

8.15 v 25 0 0
Company Limited)
mMsnsfilAwuisUsEmelng (Expressway and Rapid Transit

8.16 v v v v v v v v v v 100 50 100
Authority of Thailand )
mssalvivudanavaursusemalng (Mass Rapid Transit

8.17 v v v v 75 25 0
Authority of Thailand )

8.18 an1vun1siunarsou (Civil Aviation Training Center ) v v v v v v v v 100 25 0

U3EN L5ausuvinenrenugdssagil 91ia (Suvamabhumi
8.19
Airport Hotel Company Limited)
U3t Ing-ezunfea wvidad widle 911 (THA-Amadeus

8.20 v v v v v VA 75 75 0
Southeast Asia Company Limited)

9. NTTNTNNINYINTETINYIAUAZRIINADH (Ministry of Natural Resources and Environment)

A nuUdnnsENTImMNeINssIIUTRLATEIIAGeY (Office
9.1 of the Permanent Secretary for Natural Resources and v v o v v v v v v 50 50 100

Environment)

9.2 nsuAIUANMEY (Pollution Control Department ) v v v v v 75 0 0

Interim Report -Design and Implementation of e-Government Page 184



Design and Implementation of e-Government
Project of Institutional Capacity Building on
ICT Policies in Thailand

Institute for Information Technology Innovation
Faculty of Engineering, Kasetsart University
Bangkok, Thailand

9.3

9.4

9.5

9.6

9.7

9.8

9.9

9.10

9.11

9.12
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Januaeau

(Names of Public Agencies)

ATUNSNEINTTN M LALAZTIBE (Department of Marine and
Coastal Resources )

NIUNTNEINT5I (Department of Mineral Resources)
ﬂiuduﬁ%m@mmw?umé’am (Department of Environment
Quality Promotion )

NINNEIUWINR dndU1 wagiugiiy (National Park, Wildlife
and Plant Conservation Department )

AT euUlBUELAZ LTSN NSET I RRaL AN SO
(Office of Natural Resources and Environmental Policy and
Planning)

nsuUnldl (Royal Forest Department )

NsUNNeINTUN (Department of Water Resources )
NSUNINEINTUIUIANA (Department of Groundwater
Resources )

p . o _— p .
IANITUIMITIANITNIULIBDUNILIN(@RIANITUMNTY) (Thailand
Greenhouse Gas Management Organization (Public
Organization) )
AINNUNALLATYFAINGIUTININ(RIANTTUM YY)

(Biodiversity-Based Economy Development Office (Public

Stage 2

Stage 3
C
1
v
v

Stage 4 stage 2 Stage 3 Stage 4

d a b (%

100
v 100

100

100

50

50

75

100

75

(%)

25

50

25

75

50

50

50

25

25

(%)

50

100
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. Stage 2 Stage 3 Stage 4 Stage 2 Stage 3 Stage 4
YaNUBIU d a b @ (%) (%)
(Names of Public Agencies) < c
1 2 3 4 1 2 3
Organization) )
IANSEUER TlUNSTUTUTEUA (The Zoological Park
9.13 ? v v v 100 25 0
Organization under The Royal Patronage of H.M. The King )
9.14 DIANNTEAIUNGNYANENS (The Botanical Garden Organization) v/ v v v v 50 25 0
915  ewmsiansiide (Wastewater Management Authority ) v v v v v v 75 50 0
916  Usldionlne d1in (Thai Plywood Company Limited) v v 50 0 0
9.17 mﬁﬂ’liqma’lﬁmﬁmﬂﬂﬁ (Forest Industry Organization) v v v v v 100 75 0
10. nsgnsemaluladansaumanaznisaeds (Ministry of Information and Communication Technology)
dineudansensramaluladasaumauaznnsioas (Office
10.1  of the Permanent Secretary for Information and v v v v v v v v 100 50 50
Communication Technology)
10.2  n3uanileaingn (The Meteorological Department ) v v v v 50 25 0
103 d@nauadfwiewid (National Statistical Office ) v v v v v 75 25 50
diinnudaaSugna s SUYoNTL ISR (Software
10.4 v v v 100 25 0
Industry Promotion Agency (Public Organization) )
dinaiguadidan