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ABOUT SINGAPORE AND ITS INFOCOMM ENVIRONMENT

Singapore is an island republic with a land area of 699.4 sq km and a population
of 4.35 million, resulting in a high population density of 6,222 per sq km.
Singapore’s per capita GDP in 2005 was S$44,666 (US$28,001). The literacy

rate in Singapore stands at 95% among residents aged 15 years and above®.

Today, Singapore is one of the most connected Asian cities with more than 16
Gbps of extensive and direct Internet connectivity to over 20 countries. 74% of
households own personal computers and 66% of households having Internet
access.? With a nationwide broadband infrastructure, household broadband
penetration stands at 55.6%.> Mobile phone penetration rate exceeds 99%,
overtaking the fixed line penetration rate of 42.4%. This makes Singapore one of
the highest mobile penetration rates in the world, and Singaporeans are among

the highest extensive users of Short Message Service (SMS)

STRUCTURE OF THE SINGAPORE GOVERNMENT

Singapore is a republic with a parliamentary system of government. A written
constitution provides for the organs of state, namely the executive, the legislature

and the judiciary.

President S R Nathan is the Head of State. The Prime Minister is Mr. Lee Hsien
Loong, who is appointed by the President. On the advice of the Prime Minister,
the President appoints other Ministers to form the Cabinet. The Prime Minister
and the other Cabinet members are appointed from among the Members of

Parliament.

12005 Key indicators from Singapore Department of Statistics at www.singstat.gov.sg
2 1DA’s Annual Survey on Infocomm Usage in Household and by Individuals for 2005
% May 2006 Telecom statistics from IDA at www.ida.gov.sg, “Facts and Figures”
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The Prime Minister leads the Cabinet, which is responsible for all government
policies and the day-to-day administration of the affairs of the state. It is
responsible collectively to Parliament, and comprises the Prime Minister and the
Ministers in charge of the Ministries of Community Development, Youth and
Sports; Defence; Education; the Environment and Water Resources; Finance;
Foreign Affairs; Health; Home Affairs; Information, Communications and the Arts;
Law; Manpower; National Development; Trade and Industry; and Transport.

Details of each of the Ministries are available online at www.gov.sg.

SINGAPORE E-GOVERNMENT LEADERSHIP & MANAGEMENT

Singapore’s e-Government programme is widely acknowledged as one of the
most advanced in the world. Internationally, Singapore has topped the e-
Government sub-index of the World Economic Forum Global IT Report for five
consecutive years from 2002 to 2006, and has been ranked within the top three
of the Global e-Government Leadership Report by Accenture since 2000.
(Please see Annex A for awards and accolades). Having strong leadership and

clear vision is central to the success of e-Government in Singapore.

The iGov Council is the highest approving and decision-making committee,
chaired by the Permanent Secretary of Finance, comprising members who are
Permanent Secretaries of Ministries who have been appointed as eTown
Mayors. Each eTown Mayor is responsible for the development of a particular
eTown (e.g. Education, Learning & Employment eTown) in either the eCitizen

Portal (ecitizen.gov.sg) or the Business portal (business.gov.sg).

The iGov Council provides policy and strategic directions on all programmes
under the iGov2010 masterplan, which is a masterplan to propel the Singapore

e-Government to a new level of excellence by the year 2010.
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The Permanent Secretary of Finance also chairs the iGov Advisory Panel, a
Panel that comprises representatives from both the public and private sectors.
Besides advising on global trends in e-Government and their impact on
Singapore, the Panel also provides feedback to the Government on areas where

implementation efforts can be improved.

The Ministry of Finance (MOF) owns most of the central Infocomm technology

infrastructure, services and policies within the public sector.

The Infocomm Development Authority of Singapore (IDA) is the Chief
Technology Officer and Chief Information Officer to the Government of
Singapore. As the CTO and CIO to the Government, IDA:
0 Provides technical advice and recommendations
o Defines and recommends Infocomm technology policies, standards
and procedures
o Performs service-wide Infocomm technology master planning
0 Advises on and manages the central Infocomm technology
infrastructure

0 Manages central Infocomm technology projects

Permanent Secretaries of Ministries, Heads of Organs of State and Chief
Executive Officers of Statutory Boards are responsible for agency-specific
Infocomm technology infrastructure and services within their own organisations.
Assisted by their CIOs, they:
0 Articulate the organisation’s vision in the exploitation of Infocomm
technology
o Align Infocomm technology policies, standards, projects, systems and
infrastructure with those of the central authority, to meet business
needs and priorities
0 Provide leadership in the planning and prioritisation of IT initiatives, in

alignment with the iGov2010 masterplan
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o Ensure appropriate management attention, manpower and monetary

resources are given to implement Infocomm technology initiatives

Since May 2004, a CIO Forum was formed comprising CIOs from key agencies
to promote inter-agency sharing of best practices and systems, consultancy and
review of existing central systems and investment, thereby creating opportunities

for greater collaboration.

SINGAPORE GOVERNMENT'S INFOCOMM JOURNEY

Singapore sees e-Government as a means to reinvent the government. The
overall vision for e-Government is to delight customers and connect citizens
through infocomm. To achieve this, a number of national plans were put in place

through the last 25 years.

The Government’s infocomm journey started in the early 80’s with the aim of
transforming the Singapore Government into a world-class user of information
technology. The Civil Service Computerisation Programme automated work

functions and reduced paperwork for greater internal operational efficiencies.

The late 90's saw the convergence of information technology and
telecommunications which transformed the concept of service delivery. This
paved the way for the launch of the e-Government Action Plan (2000 — 2003)
and the e-Government Action Plan 1l (2003 — 2006). The key objective of the first
plan was to roll out as many public services online as possible, while the
emphasis of the second plan was to improve the service experience of

customers.

Building on the achievements of the earlier e-Government plans, iGov2010, a

new five-year masterplan that leverages infocomm to continue to delight our
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customers and citizens, was launched in May 2006. With iGov2010, the
Singapore Government aims to be an Integrated Government (iGov) that brings
its service delivery and operations to a new level by 2010. See Annex B for

synopsis on our e-Government plans through the years.

Singapore’s 25 years of Government infocomm journey has evolved in tandem
with the larger National infocomm journey of Singapore. While the Government
infocomm plans such as the Civil Service Computerisation Programme, e-
Government Action Plan | and Il and iGov2010 set the key thrusts and strategies
for transforming the government sector, the National Infocomm Plans are
directed at transforming the industry and society. The development of iGov2010
masterplan therefore plays an integral component of Singapore’s new national
infocomm masterplan, called iN2015 (“in twenty-fifteen”). Singapore will be
building on the current success to propel the nation to the next phase of
infocomm development. The vision is a Singapore where infocomm will help to
create an environment conducive for flourishing businesses, smart workforce and
a well-connected society. For more information on the iN2015 programmes and

initiatives, please visit www.in2015.sg.

ACHIEVEMENTS OF SINGAPORE E-GOVERNMENT

I. Delighted Customers

(a) Widely-used e-Services and Satisfied Customers

Today, some 1600, or more than 98% of all public services that can be delivered
electronically are available online. The aim to delight customers, whether
individuals or businesses, with convenient and easy-to-use e-services is affirmed
by the e-Government Customer Perception Survey conducted in March 2006.
The results of the survey are as follows:
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0] In 2005, 9 out of 10 who transacted with the Go vernment did

so electronically at least once in the past 12 mont hs

Of those who have a need to transact and have transacted with
Government in 2005, 9 out of 10 did so electronically (i.e. via
internet, kiosk, IVRS, e-mail, SMS, etc) at least once in the past 12
months. This is similar to 2004 results. The remaining 1 out of 10
used non-electronic means such as counter, fax or post to transact

with the Government.

(i)  In_2005, 85% of users were satisfied with the _overall quality of

the electronic services

In 2005, 85% of users of government electronic services gave 4
and above out of a 6-point scale on their satisfaction level with the
overall quality of the electronic services. In 2003, the result was
80% and in 2004, the result was 81%.

In yet another recent Accenture e-Government Survey Report that studied 21
countries on the subject of “Leadership in Customer Service: Building the Trust”,
Singapore is the only country, where its citizens felt that its government is doing
a better job than private sector in developing online services. The report also
singled out Singapore being innovative in its exploration of technologies to
provide practical services to the citizens. For example, the Singapore’s Ministry
of Trade and Industry’s “Type and Go” system allows business people to receive
alerts, register and receive reminders or notices of changes for government
events through SMS.

(b) Seamless User Experience

To provide users with a seamless service experience, 15 integrated multi-agency

e-services were implemented, with each reducing customer interactions with
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government by at least 50%. One of them was the Online Business Licensing
Service (OBLS) .

OBLS allows businesses to apply, update, renew or terminate any combination of
business licences from a suite of 82 business licences issued by 18 government
agencies, in one online transaction. This saves businesses from having to make
separate trips to different counters, completing many online forms at the various
agencies’ websites or providing duplicate information to multiple parties. The
licence process review also led to a 10% reduction in the types of the licences
issued. Since its launch in Jan 2004, more than 55,000 transactions have been
made. OBLS was awarded the prestigious United Nations Public Service Award
in the category of "Application of Information and Communication Technology

(ICT) in Government: e-Government" in May 2005.

In addition, the Government has established a personalised portal — My.eCitizen
(my.ecitizen.gov.sg) — where the public can subscribe to personalised alerts from
different government agencies, such as reminders to renew road tax, passport,
season parking or return library books. Users can also indicate their preferred
channel for the notification, whether via SMS or e-mail. The user subscription
has since hiked from 2,200 subscribers in June 2003 to 57,000 subscribers in
July 2006.

(c) Easier to use Government Websites and e-Service s

i. Unified One-Stop Government Portal

In Oct 2004, the Government launched the Singapore Government Online

portal (www.gov.sg), which brings together different segments of government
information and services into a unified access entry point for our customers.
This unified portal comprises the government, citizen and residents
(www.eCitizen.gov.sg), business (www.business.gov.sg), and non-residents

segments. In Feb 2006, eCitizen won the Hitwise Online Performance award
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for being the most popular government services website in Singapore.
www.business.gov.sg (also known as EnterpriseOne website) was revamped
in Feb 2006 to offer greater ease and convenience to businesses when

accessing government information and e-services.

ii. Web Interface Standards (WIS)

To ensure a consistent and unified look and feel across different government

websites and e-services, a set of design standards was established. Known
as the Web Interface Standards (WIS) , it defines key features, basic haming
conventions and basic layout required. It balances the need for basic
standardisation and the flexibility given to government agencies to retain their
unique identity to meet the needs of their specific customers. The standards
help to ensure a consistent, intuitive and smooth online experience when a

user navigates from one government website to another.

iii. Enhanced ease of using online services

Users are consulted directly in many ways on how e-services or online
information can be improved to meet their needs, be it through focus group
discussions, usability testing sessions, or satisfaction surveys. Such valuable
inputs are vital in helping to secure positive user acceptance. For example,
soon after the Online Donation Portal* was enhanced from the inputs derived

in its usability testing, the number of queries it received reduced by 82%.

iv. Enhanced search for online public information and services

To make it easier and faster for customers to search for relevant government
related information and services, a new taxonomy-based search engine was
launched on the Singapore Government Online Portal (www.gov.sg) in March
2006.

* Online Donation Portal (OLDP) is a one-stop portal that allows members of the public
to donate online to charities/organisations which have subscribed to the OLDP. Such
charities/organisations are either Institutions of Public Character (IPCs) or Central Fund
Administrators (CFAS).
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(d) Extended Reach of Government e-Services

To reach out to customers and ensure that government e-services are
accessible, the pilot phase of the CitizenConnect programme was launched in
Oct 2005. Under this pilot phase, five CitizenConnect Centres have been set up
at community clubs. CitizenConnect Centres provide an avenue for those who
have no internet access or need assistance to transact electronically with the
Government. Among those who responded to a survey on the use of the
services offered at the CitizenConnect centres:

95% expressed satisfaction® with the facilities provided,

96% were satisfied with the help provided; and

92% stated that they will use the Internet to transact with the Government

in future.
Il. Connected Citizens

By leveraging on infocomm technologies, the Government can engage citizens
more effectively in policy-making, and foster greater bonding and social cohesion
in Singapore. Singapore received first place in both e-Information and e-
Consultation categories of the United Nations Global e-Government Readiness
Report 2005.

(a) Citizens consulted on policies

Today, public policies and their rationale are explained online. In addition,
consultations on public policies are also available online at the Government
Online Consultation Portal  (www.feedback.gov.sg) so that citizens, local or
overseas, can provide inputs in policy-making. The portal also provides
consultation spaces targeted at specific communities like businesses, youths

and overseas Singaporeans so as to enable these groups to engage the

®> Respondents who indicated 1 (Strongly Agree) or 2 (Agree) on a 6-point scale.
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Government and one another in policies and consultations that affect them. SMS
Tools are now available for all agencies to conduct consultations via the mobile
channel. The Government received more than 100,000 feedbacks in response to
consultations exercises for the last three years, of which half were received

online.

(b) e-Communities created

There are ongoing efforts aimed at fostering greater bonding within different
communities. For example, the Youth Portal (www.youth.sg) set up in Feb 2006
is a first-stop resource portal for community participation. It offers young
Singaporeans easy access to information on how to start their own community

activities, as well as information on initiatives that fellow youths are engaged in.

Another well publicised e-community is the Overseas Singaporeans Portal to be
launched on 26th August 2006 by Deputy Prime Minister Wong Kan Seng.
Overseas Singaporeans can now go to one place to connect and collaborate with
each other, look for government and private sector related information and
services, access and sign up for social events so that they can create a “home

away from home”.

I1l. Networked Government

Infocomm has been used within the Government as a key enabler to transcend
organisation boundaries to allow agencies to collaborate and share information.
This helped to meet the objectives of delivering value-added, integrated and
responsive services to our customers. The ultimate goal was to achieve the

“Many Agencies, One Government” service delivery paradigm.
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(a) Adoption of Good Infocomm Management Practices

Public agencies have adopted best practices in areas such as portfolio
management and project risk management to achieve good infocomm
management. When architecting infocomm systems, public agencies can refer to
the Service-Wide Technical Architecture (SWTA) which provides a set of
technology standards, products and best practices, to facilitate inter-operability

among agencies’ infocomm systems.

(b) Development of Singapore Government Enterprise Architecture

Singapore has also embarked on the development of a Government Enterprise
Architecture. This is a set of blueprints that provide a holistic view of business
functions; supporting data standards; and infocomm systems and services at
Whole-of-Government level, irrespective of the agencies performing and

implementing them.

The programme’s key objective is to engage agencies in the identification of
collaboration opportunities. It will facilitate the analysis of central infocomm
investments and their alignment to business functions and create opportunities
for collaboration among agencies, leading to the adoption of shared infocomm
systems and services. This is expected to improve the agility and efficiency of
public agencies, through sharing of business processes, systems and data

across the Government.

(c) Effective Enabling Infrastructure to Accelerate Integrated Service

Delivery Across Public Sector

Web Services have been identified as a strategic enabling technology to share
and reuse common information and services real-time across the government
agencies, which effectively reduce the turnaround time and make it more

convenient for the public and businesses to transact with the government. Under
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the Web Services Development and Deployment Programme, several key

achievements have been made:

I. A Policy on Web Services Management in the Public Sector (which
covers the accountability, centralised registration, publication and
subscription of Web Services) was formulated to ensure that the
development of Web Services is well coordinated and managed across
the public sector. This is to reap maximum benefits from their
implementation and to minimise the duplication of similar efforts across

government agencies.

i. A Government Web Services Exchange (GWS-X) platform was
implemented in October 2005 for agencies to rapidly publish, locate and
consume Web Services in real time. This will help agencies to integrate
services with other agencies and/or private sector organisations in real-
time, and in an efficient and secured manner. 57 strategic government
Web Services have been implemented and made available via the

Government Web Services Exchange platform as of June 2006.

(d) Secure Government Systems

An Infocomm Security Masterplan (ISMP) was launched in Feb 2005. The
masterplan serves to guide Singapore’s nation-level efforts to protect the country
against external and internal cyber-threats. The ISMP includes extensive
initiatives to enhance the security of the infocomm environment in the public
sector.

Under the ISMP, the Business Continuity Readiness Assessment
Framework was established and provided a common framework to measure the
level of readiness of the public sector agencies in resuming business operations

should an incident result in the unavailability of their Government operations and
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services. Once the Business Continuity readiness level of the public sector has
been measured and established using the framework, the result can be used to
enhance the agencies' Business Continuity Plans to ensure a resilient and robust

government infrastructure.

The human element was also not forgotten. The National Infocomm Security

Awareness Programme includes effort to promote security awareness among
the infocomm users in the Government, and was stepped-up through multiple
channels, including game shows, contests, websites and an annual Public Sector

Infocomm Security Seminar.

(e) Sharing through Knowledge Management (KM)

A service-wide KM roadmap has been developed as a blueprint for agencies to
develop KM in their own organisations systematically. To date, about half of the
government agencies have identified their critical knowledge resources and
developed an implementation plan to bring their knowledge management
capability forward. Central IT infrastructure and applications would be ready by
end 2006 to enable agencies to share information more seamlessly internally and

with one another.

THE NEXT LAP :iGov2010

Riding on the success of the previous two e-Government Action Plans, the
Singapore Government is embarking on the next lap of its journey in e-
Government with a new masterplan. “iGov2010” is a new five-year infocomm
masterplan that will guide public agencies in reaping synergies and exploring
new opportunities as an integrated government. By doing so, the Government

hopes to do even better in delighting our customers, and connecting our citizens.
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iGov2010 is developed in consultation with the people, private and public
sectors. The vision is to be an Integrated Government that delights customers

and connects citizens through infocomm.

The Plan comprises four strategic thrusts, namely ‘Increasing Reach and
Richness of e-Services; ‘Increasing Citizens’ Mindshare in e-Engagement’;
‘Enhancing Capacity and Synergy in Government’; and ‘Enhancing National
Competitive Advantage’. See Figure A for a diagrammatic framework of
iGov2010.

Figure A: iGov2010 Strategic Framework

With iGov2010, the targets set out to be achieved by 2010 include:
8 out of 10 users being very satisfied with the overall quality of e-services
8 out of 10 users being very satisfied with the level of clarity and
usefulness of information published online on Government policies,
programmes and initiatives
9 out of 10 users being prepared to recommend others to transact with the

Government through e-services
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Thrust 1: Increasing Reach and Richness of e-Servic  es

Currently, citizens enjoy about 1,600 online services. The focus in iGov2010 is

to continue to improve the usage, reach and quality of these e-services.

Greater emphasis will be placed on gaining insights into our customers’ needs
and preferences. With a deeper understanding of our customers, the
Government can anticipate their needs and better deliver e-services in a
proactive and responsive manner through their preferred electronic channels.
Portals such as My.Citizen and My.Business could provide users with features to
customize their own homepage, view their last transactions or visited page, and

set up quick access to the most frequently used e-services.

Customers can also look forward to completing their transactions with minimal
interactions with Government agencies. This will be achieved with
comprehensive integration of processes and services across multiple public

agencies, and with the private and people sectors.

Convenient access will be provided to anyone who wants to transact online with
the Singapore Government. Citizens who have no access to the Internet can use
facilities at CitizenConnect Centres in their neighbourhood Community Clubs at
no charge. In addition, dedicated service staff is on hand to help those who are
not familiar with using e-services. The CitizenConnect Centres will be expanded
from the current pilot of five centres to a network of 25 centres by 2007. Similar
helper services are available for business owners for a nominal fee at privately-

run BizHelper Centres.

To make Government e-services more accessible to a larger population, the
Government will ride on Singapore’s high mobile penetration to deliver services
more convenient access to Government services. This would be an effective

way of extending e-services to the mobile users, some of whom would not have
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used Government e-services if they were not available on the mobile channel.
This will also enable our customers to transact with the Government 24/7 and on-
the-go. For example, the Central Provident Fund Board’s (CPF) mPAL service
allows employers of fewer than 10 employees to submit their CPF contribution

details in just three easy steps using a mobile phone.

For the convenience of customers, Government mobile services will adopt one
Short Message Service (SMS) number. There will also be a standardized SMS
message format to simplify the transaction process. Thjs will provide an easy

and hassle-free way of transacting with the Government while on the move.

Thrust 2: Increasing Citizens’ Mindshare in e-Engag ement

Under the e-Government Action Plan I, infocomm technology had enabled both
local and overseas citizens to stay connected and engaged with Singapore.
Accessing public information, participation in public policy consultations and

providing feedback to Government can all be done with ease online.

Singapore’s iGov2010 efforts will continue to complement existing non-electronic
service delivery initiatives and take the Government-citizen relationship to the
next level, where citizens are actively engaged in the policy-making process.
This will involve delivering clear and useful information online in a vibrant and
interesting manner. The Singapore Government Online Portal, www.gov.sg, will
have an improved look-and-feel, better content search facilities and clearer
presentation of information on Government policies and services. For example,
illustrations and bite-size video snippets could be used to bring across messages

in a more vivid manner.
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The effectiveness and appeal of online Government channels will be enhanced,
to attract citizens to participate in online exchanges and provide feedback to the

Government.

Separate consultation spaces for Businesses, Youths and Overseas
Singaporeans will be available from the Government's Online Consultation
Portal, www.feedback.gov.sg, the one-stop, interactive portal for national issues
and policy proposals. These spaces will focus on the dialogues, themes and
consultations which are of concern and interest to the respective groups. Have
For example, an entrepreneur does not have to comb through the list of
consultation papers to determine if they are relevant to his business. The
consultation space for business will have forum topics related to them, where
they can voice their opinion on policies that impact them and engage in dialogue

with other businesses and with the Government.

Thrust 3: Enhancing Capacity and Synerqgy in Governm ent

To meet the need to do more with less, the Government will continue to improve
the capacity and capability of public agencies and public officers through greater

sharing of processes, data, and systems across the Government.

Mapping the way to greater efficiencies will be the Singapore Government
Enterprise Architecture (SGEA), a blueprint to identify potential business areas
for inter-agency collaboration. It will also set data and application standards to

facilitate sharing of information and systems across agencies.
More inter-agency collaborations and sharing will create synergies and enhance

the Government’s capacity. For instance, the consolidation of common Finance

and Human Resource services to public agencies under VITAL.org - Centre for
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Shared Services — will bring about greater economies of scale for the public

sector.

Greater efficiency will also be created in the Government through the
implementation of a Unique Establishment Identifier (UEI) for establishments in
Singapore, which include companies, businesses, societies, and non-profit
organisations, etc. Having a UEI for establishments in Singapore, similar to the
identity card number for individuals, will reduce the number of identifiers that
establishments have to use. A UEI will provide a common means of identifying
establishments across public agencies, enabling them to share basic non-
confidential information on establishments more effectively to deliver better and

more personalised services.

Another aspect of enhancing the Government’s capacity is to use infocomm to
raise the capabilities of Singapore’s public officers. Infocomm will be exploited to
transform the way public officers work, and to create solutions that address the
common challenges they face. For example, a technology showcase will be
developed to help conceptualise new infocomm technologies that can enhance
public officers’ work experience in the next three to five years. This includes the
following:

The use of information assistants and knowledge discovery tools to

manage information overload;

The utilisation of mobile technologies to allow officers to work from

anywhere; and

The deployment of collaborative desktop tools to support work across

departments and agencies.
Over the last 25 years, the Singapore Public Sector has established a reputation

for being a leading adopter of innovative technologies. A key priority of iGov2010

is to foster an environment that encourages innovative use of infocomm. The
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Singapore Government will continue to invest in innovative application of new
technologies to reap the full benefits that infocomm has to offer.

By 2010, a Standard ICT Operating Environment (SOE) will be implemented
across ministries, organs of state and statutory boards to derive significant cost
savings while enhancing operating efficiency and corporate identity. Having a
standard infocomm operating environment means that government agencies will
have a standard desktop, network and messaging environment, making
operations and maintenance more efficient. It will also reduce the time and costs
required to implement new infocomm services and minimise incompatibility

problems.

Thrust 4: Enhancing National Competitive Advantage

Working closely with the industry, national and international levels, iGov2010 will
seek to improve Singapore’s strategic competitive advantage and stay at the

forefront of infocomm technology.

At the industry level, the Government will continue to facilitate the growth of the
private sector through partnerships in innovative infocomm projects. Public
agencies will collaborate with the infocomm industry in the co-creation,
development and export of e-Government solutions. In addition, the Government
will allow relevant intellectual ownership to be retained by infocomm companies

in Singapore to enhance business and solution export opportunities.

At the national level, the new masterplan will see the fostering of a pro-business
environment that attracts investments to Singapore. This would mean working
with industry partners in the use of infocomm to transform various economic
sectors of Singapore. Our public agencies have played an active role in

supporting the transformation of industry sectors through infocomm. For
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example, TradeXchange, a project by Singapore Customs, Economic
Development Board and IDA Singapore, aims to transform the trade and logistics
sector.  With iGov2010, similar sectoral transformation projects will be
implemented. To achieve this, the Government will continue to play a major role
in projects identified under iN2015, Singapore’s next Infocomm Masterplan for

the next 10 years.

On the international arena, Singapore will partner like-minded countries in the
development of infocomm initiatives. For instance, Singapore can leverage its
infocomm experience to accelerate the development of cross-border infocomm

initiatives with neighbouring countries.

Key Enablers to Realise iGov2010

Various key enablers form the foundational structure of iGov2010 and they
include Infocomm Management and Governance; Public Sector Infocomm
Competency Development; and Infocomm Security and Infrastructure. As part of
the Infocomm Security Masterplan, various projects will be developed to support
the key enabler of Infocomm Security and Infrastructure. Some of these projects

include:

A National Cyberthreat Monitoring Centre (NCMC) is being established to
enhance the Government’s network and information security. This includes the
Threat Analysis Centre (TAC), which provides forward-looking analysis of
cyberthreats, and the Cyber-Watch Centre (CWC), which provides real-time
cyberthreat detection and response by monitoring the Government network on a
24 by 7 basis. Where imminent cyberthreats or ongoing attacks are detected,
the government agencies will then be promptly notified for preventive and

remedial actions to be taken.
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The Critical Infocomm Infrastructure Surety Assessment (ClI-SA) project has
also been initiated to assess the infocomm security readiness of Singapore’s
critical infocomm infrastructures, including those in the Government. Led by the
IDA, various infrastructure owners and operators of the country’s Critical
Infocomm Infrastructure are currently working together to ascertain the adequacy

of their infocomm protection measures.

An Infocomm Security Health Scorecard (SHS) is also being developed to
assess the state of infocomm security health in the public sector. By
benchmarking the protection of infocomm systems in the public sector, this will

help to ensure that sufficient infocomm security measures are in place.

The new iGov2010 Masterplan is well positioned to strengthen Singapore’s
national competitive advantage, as well as its reputation as a centre of
excellence and a global showcase for ideas, innovation and knowledge. Through
partnerships and collaborations in the international arena, it aims to transform
Singapore into a world-class city where people live, work and play through

infocomm, technologically advanced and well connected to the rest of the world.

MOVING FORWARD

Moving forward, the infocomm sector remains a key engine of growth for
Singapore. Continual investment in InNfocomm technologies for the public sector
is essential as there is a constant need for the Government to exploit the
potential of Infocomm technologies for operational efficiencies and higher level of
service. The Government continues to encourage the industry to engage public
agencies through sharing of technology trends, and suggestions on new

possibilities and technology trials.
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CONCLUSION

In conclusion, e-Government is about “government”, not “e”. Infocomm
technologies have the potential to transform the way government agencies work
amongst themselves, the way governments deliver services to our customers,
and the way governments engage the citizens and businesses. However, policy
development, business operations and service delivery should drive how
technologies are adopted by Governments. Technology innovations alone

cannot drive technology investments.

Finally, infocomm technologies are not an end in itself, but a means to an end -
to serve our customers and citizens in the best possible way. The next lap in
Singapore's e-Government journey demands an adoption of a whole-of-
government approach, and the need to work across agency lines, in collaboration
with the private and people sectors. This ultimate goal is to realise the vision of

an Integrated Government - a one-stop, non-stop government at its best.

HHHHHHHHH
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Annex A: Singapore e-Government - Making Waves Inte  rnationally 6
2006

July 2006
Singapore’s Supreme Court portal won the top spot in the Justice Served Top 10
Court Websites Awards 2006.

May 2006

Singapore’s Ministry of Manpower was awarded the 2006 UN Public Service
Award for their Integrated Work Permit Online Services (WPOL) project in the
category of “Improving transparency, accountability and responsiveness in the

Public Service”.

February 2006
The www.ecitizen.gov.sg portal won an award for the most popular government

services website at the Hitwise Online Performance Award.

2005

August 2005
Singapore’s Ministry of Community Development, Youth & Sports won the CIO

Honoree Award for an Integrated Case Management System.

May 2005
Singapore was awarded the UN Public Service Award in the category of
“Application of ICT in Government: e-Government” for the OASIS project, of

which the Online Business Licensing Service was one of the initiatives.

Apr 2005

® Visit the Singapore e-Government website (www.igov.sg) for an updated list of awards
and accolades.
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Singapore ranked 3" after US and Canada in Annual e-Government Leadership

Study of 22 countries by Accenture.

March 2005
Singapore ranked 8th in the e-Government Readiness index in the United

Nations e-Government Readiness Report.

Feb 2005
Singapore ranked 1% in the World Economic Forum Global Information

Technology Report.

2005
Singapore was ranked 2" on e-Government Participation and 7™ on e-
Government Readiness, in the e-Government Readiness Report by United

Nations

2005
Singapore was ranked 2" in the Global e-Government Study 2005 by Brown

University.

2005
Singapore’s Ministry of Community Development, Youth & Sports won the 18"

CIO Honoree Award for their Integrated Case Management System (ICMS).
2004

Oct 2004

Singapore’s Ministry of Community Development, Youth & Sports won the
Dubai International Award for Childcare Link under the category for “Best

Practices to Improve the Living Environment”.
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Singapore’s Intellectual Property Office of Singapore (IPOS), Singapore
Civil Defence Force (SCDF), Accounting & Corporate Regulatory Authority
(ACRA), Central Narcotics Bureau (CNB) and Immigration & Checkpoints
Authority (ICA) won Intelligent Enterprise Asia Awards for their respective
projects: Trade Marks System, Crisis Information Management System, BizFile,

Case Management System and Matrix System.

Sep 2004
Singapore ranked world’s 2" in Government e-services in the Global e-

Government Study by Brown University.

May 2004
National Archives of Singapore won the Stockholm Challenge for the Access to

Archives Online project.

April 2004
Singapore ranked 7" (up from 12" in 2003) among 60 of world’'s largest
economies in e-Readiness Ranking study jointly by EIU & IBM.

2004
Singapore was ranked 8" in e-Government readiness and 4" in e-Participation in

the UN Global e-Government Readiness Report

2004

Singapore was ranked 2" in overall maturity scores in Accenture’s e-
Government Leadership Study.

2003

October 2003
Singapore’s eCitizen Portal Wins Prestigious Stockholm Challenge Award 2003.
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February 2003
Singapore Tops e-Government Category in World Economic Forum’s Global

Information Technology Report for Government Readiness.

2003
Singapore was ranked 2" in Accenture’s 2003 e-Government Leadership Study.

2003
Singapore was recognised for Best Practices in Privacy and Security in e-
Government at the World Cities’ Best Practices e-Government Award 2003, at

the GEGPI International Conference on e-Government of World Cities.

2003
Singapore was ranked 3" in Networked Readiness Index in the World Economic

Forum’s Global Information Technology Report.

2003
Singapore was top e-Government country among 198 nations in the Global e-

Government Study by Brown University.
2002

July 2002
Singapore Placed 11" out of 60 Countries in the Economist Intelligence Unit

2002 e-Readiness Rankings.
June 2002

Singapore Recognised for Excellence and Innovation in e-Government at e-Gov
2002 Show in Washington DC, USA and Honoured with Explorer Award.
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January 2002

Singapore’s Public Sector Infrastructure Wins Prestigious Intelligent 20 Award.

2002
Singapore was ranked number one in e-Government in the Global IT Report by

Harvard University and World Economic Forum.

2002
Singapore was ranked 2" in Accenture’s Annual Survey on e-Government

deployment.
2001

2001

Singapore was ranked 2"%in Accenture’s Annual Survey on e-Government.
2000
October 2000

eCitizen Centre Wins Bronze in Commonwealth Association of Public

Administration and Management’s International Innovation Award.
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Annex B: Singapore’s e-Government Plans

iGov2010 (2006-2010)

iGov2010 is the Singapore Government's five-year masterplan that leverages
infocomm to further delight our customers and citizens. To achieve this vision,
four thrusts have been identified: Increasing Reach and Richness of e-Services;
Increasing Citizens’ Mindshare in e-Engagement; Enhancing the Capacity and
Synergy in Government; and Enhancing the National Competitive Advantage.

e-Government Action Plan Il (2003-2006)

Building on earlier efforts in the first e-Government Action Plan, eGAP Il aimed to
achieve the three distinct outcomes of Delighted Customers, Connected Citizens
and a Networked Government. Specifically the focus was to deliver accessible,
integrated and value-adding public services to our customers; and help bring
citizens closer together.

e-Government Action Plan (2000-2003)

eGAP was conceived to fulfill the vision of making Singapore one of the leading
e-Governments in the world. Six strategic programmes were defined, namely:
Electronic Services Delivery; Knowledge-based Workplace; Technology
Experimentation; Operational Efficiency Improvement; Adaptive and Robust
Infocomm Infrastructure; and Infocomm Education.

Civil Service Computerisation Programme (1980-1999)

The Civil Service Computerisation Programme initially started with the focus on
improving public administration through the effective use of infocomm
technology. This involved automating work functions and reducing paperwork for
greater internal operational efficiencies. Over time, this evolved into the
provision of one-stop services where government systems were extended to the
private sector in implementations like TradeNet, MediNet and LawNet. Then in
early 1990s, emphasis shifted towards the consolidation of computing resources
in the form of a shared data centre and a civil service-wide network.
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