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Key Messages 

• Take-up of e-Government services has been 
slow, so a new approach is needed if public 
services are to take best advantage of ICT

• This has led to a change from the initial views of 
e-Gov to t-Gov: Transformational Government 
enabled by ICT



<Insert Picture Here>

Trends



Take-up of e-Government 
in upper 50% of EU Countries



Transactional e-Gov’t in EU Countries



EU Businesses Using e-Government
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Vision



i2010 Priorities in the EU
• No citizen left behind - advancing inclusion through e-Government so 

that by 2010 all citizens benefit from trusted, innovative services and 
easy access for all

• Making efficiency and effectiveness a reality - significantly 
contributing to high user satisfaction, transparency and accountability, a 
lighter administrative burden and efficiency gains

• Implementing high-impact key services for citizens and businesses 
- by 2010, 100% of public procurement will be available electronically

• Putting key enablers in place - enabling citizens and businesses to 
benefit from convenient, secure and Interoperable authenticated access 
across Europe to public services

• Strengthening participation and democratic decision-making –
demonstrating tools for effective public debate and participation in 
democratic decision-making



Evolution of e-Government to
Transformational Government

Source: Booz/Allen/Hamilton & INSEAD   2005



t-Gov in UK: Three key transformations

• Design services around the citizen and 
business
• Meet rising customer expectations
• Focus on defined groups of “customers”
• Rationalise contact centres

• Move to a shared services culture
• Standardise, simplify & share business processes
• Identity management and data sharing
• Release resources for front-line delivery

• Professionalism in planning, delivery, 
management, skills and governance



Services designed around 
the citizen/business

Use of 
modern 
access 

channels

• Better understanding of customer 
behaviour

• Standards for consistent and 
comparable customer insight research

• Central analysis of departmental 
research

• Reduced numbers of websites

• New mobile technologies

Systematic 
engagement

with 
customers



Move to a Shared Services culture
• Back-office and Front-
office

• Needs common 
infrastructure and 
standards

• Needs identity 
management for staff and 
customers

• Efficiencies in back-
office enable resources to 
be redirected to the front-
line

• Contact centres can be 
shared and rationalised 



Many Government Processes Can Be 
Shared
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Making it Happen



From Strategy to Implementation Plan



Top 10 Barriers to t-Gov

Source: Oxford Internet Institute



UK Implementation Plan

• Closely linked to budgets
• Leadership and governance
• Builds on the key 

transformations
• Annual reporting cycle



Evolution of e-Government to
Transformational Government

Source: Booz/Allen/Hamilton & INSEAD   2005




