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Good Afternoon. Before | begin, | would like to kmavho in this audience is familiar with
Accenture’s reports on Leadership in Governmentietin what used to be called e-
Government Research - some; thank you. For thogewivho are not familiar with our

recent report, up till this year one of the keyiessin our report was a country ranking, this
year we decided to do things decidedly differeng Mbked in turn from the leaders approach
and not only did we do our natural language re$earthe 21 countries that we study; we
talked to 8,600 citizens in 21 countries and vge atterviewed more than 4 dozen
executives who have been key in helping their aiegitnake strides in customer service.

We talked about their plans; their strategies; eeentl out what worked what did not and
while we may return to the rankings next year hkhthat this year we have found a number
of interesting things. Let me put this into context

Accenture has been studying e-Government or govemhoustomer service for the past
seven years. This was our seventh annual reponvarithve observed that e-Government and
customer services have gone through clearly mastages, the first of which is just the
establishment of e-Government; getting the infracttire in place; getting the portals working
etc. Secondly came, using e-Government; transachank and forth; driving citizen uptake,
to actually use portals and websites.

Recently, we have seen governments internalisieig piinciples of what we call leadership
in government service and those are providing sesvihat are citizen-centered, cross
government, both horizontally and vertically, midiiannel and proactively communicate it.

Both the United Kingdom and Spain, have for examplkeve recently announced broad,
sweeping agendas. The one in the United Kingdoitihag transformational government
strategy, and it truly reflects a critical shif fine country. Its towards a view of technology
as an enabler as opposed to an end upon itselfjtaaldo acknowledges the important
structural changes that a government must undemtatendem. Things like shared services.
In addition, they created a new position called tG@uer Group Directors which are
individuals who are responsible for transformingvems in relationship to a particular
demographic, so parents or senior citizens. A dmew role for the government. And in
Spain, a modernisation plan takes into accounthal initiatives within their previous e-
government strategy but into a much broader agandas pushing transparency, timeliness
and simplified processes. My third finding wastthaccessful governments were advancing
by putting into place new modes of operation thatyvdramatically from the past. As
governments have developed increasingly rich e{gorent programmes, they have created

1



ICA40"™ CONFERENCE K eynote Presentation: L eader ship in Gover nment Service:
Guadalajara, M exico, September 2006 Building the Trust. Jon Brakebill, Accenture

a new vantage point for themselves. They can remtisat the true picture of leadership in
customer service is a whole of government persgectits much more complicated than they
previously understood, its not just about technploiluch of their existing infrastructure is
going to be inadequate to support those broad,embiojovernment initiatives. In response,
leading governments have begun to implement nesvriat structures and processes. Some
of these include simplification and business reisggying, consolidation and forays into
shared services.

Let me give you some examples of these: regardingpléication and business re-
engineering, the Singapore Ministry of Trade amdluBiry, specifically their online business
licensing service, did a government-wide review stért-up licences required by 30+
agencies; irrelevant and obsolete licences weretatbland other licences were merged or
turned into a one-time, one-off lifetime licencEBrom a consolidation perspective, in France
the budget department in the Ministry of Financeated a new department to drive state
modernisation. This was formally four separatenages, now combined into one, and three
of those four agencies had previously directly reggbto the Prime Minister. In Canada, an
excellent example of shared services, in the fognaihtheir shared corporate administrative
and information technology services. This was dormaake the country’s internal operations
more effective and efficient, and it was one ofglogernment’s key components in its overall
service transformation agenda, the other beingotheard-facing service Canada initiative.
And even the US government, in 2004, establishreabslof businesses to consolidate various
activities within the government to make things enefficient.

Now, what's interesting is these ideas and prosease not new to the private sector, they
have been around. But in many cases they are wenynew to government.

Our fourth finding was that successful governmearts using a combination of four pro-
active tactics to promote adoption of their sengtrategies. The notion of if you build it they
will come does not work. A number of leading coig# still struggle with converting high
internet usage into usage of e-government and whastee on the chart here is this shows e-
government usage from 2005 to 2006 what has thegehbeen according to our citizen’s
survey over the past couple of years and whattésasting is it is fairly flat basically plus 7
to minus 7 there hasn’t been a lot of change artid the number of initiatives that are being
introduced with the activities and driving traffihat’'s surprising and in some cases
disheartening. Adoption and changing percepti@esa to be through pro-active marketing.
Marketing in government. It is not something thatially goes together. And the four tactics
that we are seeing leading governments use arécka which is mandatory, regulatory
pressure, the carrot which is incentives for oe-lirse, marketing poll which is campaigns to
increase awareness and educate users and somathicgll high-touch push which is help
and support, showing people how to use the techgoémd let me give you some global
examples of each one of those. Regarding the, stidRenmark since 2005 the government
has only accepted electronic payment — full stdéipyou cannot accept them we can’t pay
you. As far as the carrot goes the United Statdsaanumber of other countries have on-line
tax filing, you get your money quicker if you fildectronically. As far as the marketing poll
one example is Singapore’'s biz-file system 2 whtrey were looking for feed-back
suggestions and they held a raffle giving awaygwrittke I-pod minis and other things to get
people to write in, tell them what they liked, whhaey didn't like about the system, getting
their citizens involved and as far as high-touclshpgoes another example comes from
Singapore in a number of agencies where kioskshessh implemented they actually put
helpers there, someone would come in queue up,@@neould approach them, what would
you like to do today, did you know you can do ittwihe kiosk, oh, I'm not comfortable — let
me show you and what was interesting is after weaged the report my father came to visit,
just an aside, he’s 75 years old has flown a ¢atk him back to the airport and went up to the
kiosk and said let me have a credit card I'm gdimgheck you in, I’'m not comfortable with
this, I'd like to talk to someone, oh, it's fineuse it all the time, let me check you in, I'd like
to talk to someone and the woman behind the cowvdsrvery perceptive, she came out and
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she said, oh, sir you look like a smart man youoe going to let a machine get the best of
you, well, no, my dad’s a smart man he’s not gambet the machine get the best of him, she
showed him how to check in and since then he hasrnalked to an agent at the airport
unless he has to, he checks himself in becauseatsart man he can use this technology.
Our last finding is more of a cautionary one intttwalay’s leaders may not be tomorrow’s
leaders — you know, as governments make greagestiid using innovation in the service
approaches to connecting with the citizens it isob@ng clear that there is still a number of
divides. Whether and how governments can breaebetllivides and connect with their
citizens is what is going to make a leader in ttere. And these divides are not just about
technology, it's not just about structure and orgation of government. Governments also
need to realise that the culture of a country asaitizens added to its e-norms need to be
taken into account.

Another challenge is that service channels areoelmd). It gives citizens greater opportunity
to interact with the government; government’s ggeapportunity to interact with citizens but
it has increased complexity. Building the abititycooperate across all boundaries in all level
of government defines easy answers and hence tbke whgovernment challenge. Now, as
the chart on this slide shows — in more than hadf ¢ountries we surveyed the citizens’
perception reporting that government services aphdments were working together at least
fairly efficiently, is declining. Not a good pemion. Many governments are compromising
their ability to prepare for the future by focusitmp heavily on tactical services and not
enough on the bigger picture. How governments’'smaymeet these challenges to connect
strategy, to implementation will determine whichvgmments create an environment of
service value and implicit trust for their citizemsnd make themselves the leaders of
tomorrow.

The quote that we have here from Andrew SheffiMd;Sheffield is the director of service
transformation for the U.K., and he said we neetiaee the ability to be quite self-critical.
Even if we launch something and we think it's absaly terrific, we should be going back
and saying, actually, how can we make it betteritl Ae gave an example that supported this:
one of the first things that the U.K. did was cegistration, car tax, licensing online. The
required field for that was the mileage of your ieéh People were getting to the field,
realising it was required, going to the hallwayttigg their keys, going into the garage, going
to the driveway, starting the car, noting the miéesl coming back in. And the session had
timed out through the government’s security. Sd\adrew said, every time you think you
have something right, the registering of cars @jlyou can make it better (make that session
a little longer).

So recommendations, what about them? Our recomatiend are based on the studies
we’'ve done over the past seven years as well akingpwith hundreds of governments

around the world. Importantly, ICT isn’'t a magiallet, but we believe, and as Stuart says,
it's an enabler. And as the chart shows, we fahatlas you build trust with citizens they are
more likely to use more and more sophisticatedreldyies.

Let's talk about some specific recommendationststFif all, dried out complacency. The
leaders of the future will be the ones that hatesge for continuous improvement. They talk,
they send delegations, they read, they learn. thAigdevent and organisation is an excellent
example of that. Secondly, set your own standimdsxcellence. Develop a strategic vision
of service that reflects your own culture, your cagpirations, your own values. What works
very well in one country may not work at all in #imer. Organise for effective execution.
Recognise that good policy’s only possible whes lithtked to good execution. Aggressive
link cooperate private sector learnings but in a weat makes sense in a public service
context. Leverage the private sector’s best thigkleverage anyone’s best thinking frankly,
but fold the innovations into a governmental frarodkv Develop accountability and
transparency, especially across initiatives thagsg multiple governmental organisations.
Implement strong models for building accountabilitye to ensure progress is made, and
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make sure you secure support at all levels of gowent. Develop continuity of leadership.
Without continuity of leadership transformationaltiatives tend to fall apart, and even in
countries with frequent turnovers of administrati@adership continuity can be established
in the civil services. And most importantly, stgémen your connections with the citizens, but
use technology to continue to push the limits ohivtan be done online. Get your citizens
engaged, market your services. Remember, ‘if yold lit, they will come’ does not work.

In conclusion let me just share with you a few fitteoughts. As | mentioned before, a
government’s future for citizen service will det@énen whether they build an implicit trust
with the citizen and continue to progress, or failimprove their connections with their
citizens and stall. Transformation of this magaéwencompasses much more than just ICT or
e-government. Its one that values e-governmeat @egtalyst but moves beyond that into all
channels of interaction and across all levels afegoment. Developing true leadership and
customer service takes time, takes effort, it takesey but the pay-offs are tremendous for
both the governments and the citizens they serw@pe, for those of you here, whatever you
are in the path of high performance, that our staidlg¢ today’s brief presentation have been
helpful. Thank you for your attention, and if wavie time | would be more than happy to
entertain any questions from the floor.

Ann Stewart, Australia

John, thank you very much for taking time to comd apeak with us today on your review.
A couple of things that I just wanted to exploréhayou. One is, and you will excuse me for
being quite frank in my questioning but that's wiag do. Just what do you think are the
very relevant bits from doing studies which do akiag across various countries rather than
doing something that's more in depth within a coynb its own right. So if there is a
possibility to do something a little broader. Athé second part is in terms of the sample size
that you use, | think you indicated something atbeight and a half thousand for twenty plus
countries, do you think that's really represen&iv

Jon Brakebill

On and off, toggle switch, everyone can learn abechinology, thank you. To your point,
Countries are very divided in the country rankingshe leaders love them, the people love
them, and it's a good media thing for us. This wesfirst year we didn’'t do it. This was
also the first year | was in charge of the repdfthat we found is over the past few years
things weren’t changing all that much, even if ymank companies to create a plan,
operationalise it, and expect to be able to havigicsearound change in twelve months is not
realistic. So we are looking in this forthcominggy at different things we can do. When we
are talking about country’s specific, we do hawe tikenty-one country reports that are in the
back that go to a further level of detail. | vk around this afternoon and this evening, and |
would be very interested to hear of any thoughtd fftou have. We've looked at perhaps
doing country ranking over time, so how has Carmdatvices done compared to how it was
doing in the past. Versus, say, Singapore, is @amsdll the leader because they did more
poorly over the last couple of years but they slidl less poorly than everyone else? So we
are truly open to ideas, and these are not meaheta competition. We started with e-
government and if the time has come to put theitiéorest, then the time has come to put
them to rest, we're not out to truly make it a cetifion. Regarding the sample size, 8,600
individuals, 400 people in every country, 600 i tHS, we worked with an independent
research company out of Ireland that does thisafdiving, and according to our internal
research, and everyone else its statistically aglevWe look at internet users, its 18+ internet
users, and we can slice and dice the various mairicumber of different ways, and if you
have specific questions about Australia we wouldnoee than happy to dance with those for
you. It is based on, to my knowledge the largastding size of any of the reports that are
even similar to this globally.
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Nachman Oron I sradl
May | ask you: | come from Israel. | wonder howysu decide to which countries to go, and
is Israel one of the point to one countries that se surveying?

Jon Brakehill

Israel is not one of the countries. This was sthrhainly where Accenture has a presence
where we have our researchers, where we have peomeunlike the UN and Mr Bertucci
and his team who charted 192 countries, in Triniglad Tobago, etc. So we are looking at
potentially including other countries, you losesmme extent is the continuity, the year on
year continuity that you have we are definitely mpe looking at that. It becomes unwieldy
at some point, not sure what point that is yet.

Abraham Sotelo, Mexico

On the same line of questioning from Dr Oron, Mexvas considered up to 2005 and, yes |
understand you don’t have a government practidderico which up to yesterday, there was
one. So, for us it would have been really nicbeédncluded in this final report, because we
have been following the development of Mexico armuld like to put this opportunity //
consider that to at least next year it would beeriw have this. Again, probably | don't
understand, there might be some other reason Isesmiehaving a government practice in
Mexico, which you do have, but other than that Llgdike to talk to you later on about that,
because for us it was something important and newvere left out of the picture, and this is
a surprise to us by now. Thank you.

Jon Brakehill

Please, let’s do talk later. The decision was n&devels above me; I'm not passing blame.
But we did do a lot of the research on Mexico §esr and if you provide me with your
contact information | would be more than happy bhare what findings we did have even
though they weren’t published in the report.

Frank McDonough, US

From an early reading in the Country Reports thergubmitted within this council, one of

the preliminary thoughts is that for a period ofesv years, we had some countries racing
ahead pretty fast: Canada, Australia, the U.S.|tike, for example. Today it seems like all

other countries are catching up, and our membentdes across Europe, Asia, North

America, all seem to be sort of in the same plaitle egard to a whole of government, with

regard to e-gov. Those who moved the fastestesadieem to be in a kind of “moving not so
quickly now”. Canada, who's re-thinking for ab@uyear, on where to go. First of all, if you

agree with that, do you see any reason why thera Slew-down and a re-thinking? Are

governments running into new types of barrierday teach higher levels? Or any insights?

Jon Brakehill

That speaks exactly to our fifth finding. Todayemders may not be tomorrow’s leaders.
What we were finding is that one of the more sigaifit things is getting on ahead and not
maintaining, putting efforts towards maintaining pao-active strategy. Secondly, as |
mentioned before, a lot of the operational infradtire that was into place that made a
country and e-government leader is how not what tiezd to take it to the next level, and
become a leader in customer service or build tng twith the citizen. Its expensive, you all
know its very, very expensive and re-tooling orreyest converting from one system to
another is different.



