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Context: the three ages of government
g E—

3) Open,
participative,
caring and
smart

1) Kafka’'esque 2) Bureaucratic

e Arbitrary  Rules-based e Open & transparent
« Random * Administrative  Collaborative
« Disconnected  Professional  Responsive & participatory
« Fragmented  Top-down e Outcome-based
 Coercive  Gov-centric * Both innovative & stable

* One-size-fits-all e Both bottom-up & top-down

« User-centric & user-driven
 Both evidence- & values-based

« GETTING PERSONAL



UK “best in class” one-stop-shop, sophisticated
navigation portal

Cost c. £60 million p.a., 2007 — 2012: www.direct.gov.uk

2lirectgov

Home | Contacts | Do it online | Newsrcom | Video Monday, April 22, 2012

) HM Government

Most popular

* Job s=arch

Getting started online: help
for older people

This weelk, Spring Online events around . » Cold Weather
the country will help thousands of colder FPayment
pecople get to grips with computers and

the internet

*» Find a Spring Online event =

The Diamond Jubilae
celebrations will takes
place around the
weaeskend 2-5 Junes

* Diamond Jubiles
ewvants

Hosepipe bans

Straight to...

» Motorimg
Car tax, Learners, Driving licence...

*» Education and learning
Student finance., University, 14-19s...

* Money, tax and benafits
Baenafits, Taxes, Banefitse adwviser...

» H and o nity

Housing, Council Tax, Flooding...

*» Travel and transport
Journey planner, Passports...

» Caring for someone
Carer's Allowance, Support services...

» Parents
Praschool, Schools, Childcare...

» Employment
Jabs, Redundancy, Holidays., Pay...

* Young people

Monay, Work and careers, Leisure...
» Disabled people

Financial support, Housing, Rights...
*» Pansions & retirement planning
State Pension, Plan for retirement...
* Crimve and justice

Types of crime, VWictims, Prevention...

Student finance
SORN

Income Support
Car tax

Diriving theory test

Attendance
allowance

Jobsealker's
Allovwance

Fassports

More online servicas

Want to make =

difference to some of
the world's poorest
communities?

*» Environ t and gr liwing

Sawving energy, Recycling, Pollution...

* Health and well-being

— Heathy living, Health services, A-Z...

Hosepipe bans came



But not everybody thinks so......

Challenged by a small group of hackers (from 2009)

Search more than 6 million pages of UK government info, instantly!

5ll'ectlonlessg0\' Using direct.gov.uk and Google search.

Directionlessgov.com is the result of a small effort by members of the Democracy.org.uk Collective.

We got so fed up with the general uselessness of the multi-million pound shambles otherwise known as the Direct.gov.uk portal, that we
decided to build something better in under an hour. Sadly, we ran catastrophically behind schedule, but we still finished before lunch.

For free. Think of it as a gift. When it comes to searching for relevant UK Government resources, we think it beats Directgov.uk hands
down. Don't believe us? Just compare the two.

Enter a search term and optional postcode

Search

e.g. Recyoling Manahester or Headtdh S>2 IRV

3 random searches

= brown (direct.gow.ukd)

»  cavity wall insulation (direct.gow.uk)
= scotland travel (direct.gow.ukl)

http://www.directionlessgov.com



Today, after alpha and beta versions and then full launch

and winning the UK’s top design award originally set up for industrial
product and service design (summer 2013)




UK "push” model

Oct 10 to Mar 11 Apr 11 to Mar 12 Apr 12 to Mar 17

.+ Accelerate move ib Future state:

» Confirm commitrent to » Renegotiate current ITms o web services

I
i ' 1
shared web services via : to deliver improved | P Gwlfernmﬁn -
|  G-Digial with CIO as | functionality in budget ___'--="" SOTFILes
s driver, Directgov adopts | e Ty H;‘-"EW | wherever you are
= user/stakeholder role i Saer e T
| e *a -~ / rd
: e . T i ] & 3
- « Commence new governance  “se :
= s i - T i
H ___---*" ", and advisory board L --,T___Pgﬂﬁfﬂﬂfﬂ_ _____
= v arrangements e 1
. . \ o /+ Launch flagship
« Mandate provision of APIs \ - ' transactions
» Announce Directgov as driver of kS .=~ + Formal launch of ] Brestsiadansadis
o channel shift‘digital transactions K‘x f,-"’ L IEE{‘IWS:W*JEE ,’I 509, of E[}r':nsacliuns '
s SIR1S - POWCITE 1h oneree - Fﬁ:ﬂn :r g ! served Dy third parties
2 quality with clear ministerial back- T ye , by Mar 2012
Q up ol e S /'« Enforce quality
| - Dissolvecurrentgovemance - TTTTTooees e
@ & realign QL Office "+ Appoint Transformation Director to lead change /+ Announce killicure programme
g - * Review team capabilities/skills review, design  /  for poor content & transactions
'l new structure & consult ¢+ Publish detailed data on
(=~ * Revise budget to create in-year savings H satisfaction
E » Create SWAT teams to work on flagship rot Test wholesale/retail model with
'3 channel shift services ' market
Organisation/Structure Consumer proposition

Source: United Kingdom, Directgov Strategic Review — Executive Summary, 29 September 2010:
http://www.cabinetoffice.gov.uk/sites/default/files/Directgov%20Executive%20Sum%20FINAL.pdf



Changes in user behaviour

From “pull” to “push”
smany stops

v

*no wrong door
v

sone stop — portal: WHERE MOST ARE TODAY
7

spersonalised push services in and from
cloud: e.g. UK’s Service Design Principles for 2014:
—delivered direct to individual user
—who ever, where ever, whenever they are

—use of "design-thinking ” holistic principles where the
"government does the hard work to make it simple for users”:

— matching personal needs
— with service journeys




For example: personal proactive services in Taiwan

From “pull” to “push”: “e-housekeeper notification” select from list of 203 services

L = Site Map = Mobile = Member Center = About e butler = Correction informed = Registration = Log ﬁ “ M
3 n

Font Size

_ist Authorized agent mechanism Edit Subscription Service

managed
-

BNAEESLER

Home f Servicelist / thame

© Service

Subscribe theme
= All (203) Providing Focus service concept departure, according to a varnety of different user groups on the nature and
needs of the e butler existing services and information to carry out thematic design and packaging, so that users

== isubsepbed () can define, once for all with the theme-related services and information .

Mot subscribed to (203)

New on-line services

Personal service
subscription list

Subscribe to Public
Information

¢ subscription

Health care (14)
Home life (64)
Transportation (12)
Social Welfare (50)

Education and Learning
(29}

Culture and
entertainment (&)

Taxation and finance
(18)

Job Employment {10)

Newlywed married

This service provides: Marriage is
the life of anot! tarting pomnt, a
small alarm «l vill be about the

n find a nanny n

ot r& fee subsidy
onatal vaccination

notice, the property tax levy

notification service, allowing you to

Examination of employment

xams, skill
notification
ent theme, in addition

examination

» operings matching notices,

= el sanloyment refatad
g you to select the

required service, a subscription,
quickly have

am employment-

Living expenses

This service provides: Every month,

Tax Finance

This service provides: Ta
just & mplicated? Sma
clock to help you mastear the tax
le, all tax-related s
ollection of them
s, tax message

i, syt Tanid, icengas,
m'y individual income
tax refunds of the prior notice and
notice your convenience check the

co

Healthcare

This service provides: Modern
increasingly focus en yourself a
your family's health, small alarm
clock ta collect health chedks and
health-related information,

aally for children’s services,

cination

and prevention
ed 0-7 NHI health
rotifications, allowing you

of children

Ser

Instant message subject

This service provides: small alarm

Source: Dennis Linders + Ken Wang | CEGOV 2013




Location-driven service personalisation in Talwan

2 iTaiwan
CITIZEN DASHBOARD LOCAL

. [&] Art exhibition
g ﬁ é 9 &:ree ﬂ: 2hots

My Records My Health e-Invoices My Benefits Nearby E Metro (3 min)

Real-time  Community
Personal 1D Traffic Stats

N'gso 8%

Service

Excellence

Towards Digital
“Life Dashboard”
with “Life Map”

@ ratic ticet ($200)

Pension Notice
=

&= License approved

myGov
Food Tracker Job Search  e-Learning App Store

~
Carry government in your pocket;
“Just in time” and “last mile” public services: alerts you when it can be of service

also “delivered to your door”
T Source: Dennis Linders + Ken Wang | CEGOV 2013



“Mass customisation” in e-government

Joe Pine (1995)

Mass customisation:
“fundamentally customers el B H | 5
don’t want choice ..... £ cusbom = :
— they just want exactly -y~ e
what they want” e

Both "pull” and "push”

»Government as a personal assistant (and
Intelligent agent)

»Switching between "pushing” services it
"knows " individuals want or need

= ..and "empowering users to "pull” what they

”Want 7 10
Source Dennls Llnders + Ken Wang | CEGOV 2013
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