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Responsive Government: 
A New Service Agenda

Strategic Priorities

• Meeting users’ needs

• Building connected service delivery

• Achieving value for money

• Enhancing public sector capability



Australian Government Information 
Management Office 

• Develop whole-of-government 
ICT policies

• Provide assistance , guidance
and advice

• Work collaboratively
across three tiers of 
government and with other 
bodies



Australian Government’s 
Investment in ICT

• AUD $5 billion
annual ICT investment

• AUD $2.7 billion
significant ICT projects 
in 2006-07

• AUD $3.1 billion
new communications 
services for rural Australia



Whole-of-Government Approach



Governments are introducing innovative 
services …



Innovative Service Delivery

• The Australian Government 
is using a range of technologies 
for service delivery



JobSearch



Centrelink
Electronic Welfare Services

• Services delivered to citizens 
wherever they are using 
natural voice recognition 
and text messaging



Online Health Services

• Register to be an organ 
donor and check status

• Check your child’s 
immunisation history

• View and update your 
personal details

• Request a replacement 
health care card



Immigration
Exploring the Use of Biometrics

• Reduce identity fraud

• Improve integrity of non-citizen 
identity

• Support and comply with 
national and international travel 
processing initiatives



Australian Taxation Office
Business Portal

• Expected Savings 

• reducing processing of paper 
forms and 

• the volume of email, 
phone and 
over-the-counter queries 
regarding refunds 
and account balances



2006 United Nations Public Service 
Awards

• Business Entry Point 
Transaction Manager Initiative

• Helps businesses find, 
manage and complete 
government forms 
online



Inaugural Excellence in e-Government 
Awards 2006

• Increases the visibility of the 
innovative use of ICT by 
Australian government

• Recognises the most outstanding
project to business, citizens 
and the community



Governments are striving to achieve service 
success …



Australia.gov.au



Simplified Sign-on



Geoscience Australia



eCensus 2006 



eCensus 2006

• More than 8.4% that’s 
720,000
Australian households
completed the 
2006 Census online

• Up to 55,000
Australian households
simultaneously logged on to 
eCensus with 100% availability



ICT Investment Framework

• Improve the Australian Government’s return on investment 
in ICT and better align ICT investment with agencies’ 
business and policy objectives

• The ICT Investment Framework will consist of a series of 
products in four streams of work:

– Strategic investment and governance
– Business case tools and reviews

– Portfolio, programme and project management

– Performance management and metrics



Skills

• Increase the profile and 
promote the attractiveness
of ICT careers

• Initiatives – cadetships scheme
for university students, 
mentoring program 



Name and Address Schema

• National standards for handling 
the electronic exchange
of name and address 
information



VANguard

• Authenticating service that will 
enable Government agencies to 
accept a range of digital credentials
from their business clients

• This will reduce the number of 
credentials needed to conduct 
business with Government



Smartcard Framework

• Part of the blueprint for connected government

• Provides for the future use of compatible smartcards across 
government

• The first two parts of the Smartcard Framework were released 
in June 2006, including:

– the Overview and Principles module – outlining the key strategic 
concepts underpinning the Framework

– the Smartcard Handbook – a guidance tool on smartcards and 
related technologies



New Health and 
Social Services Card

• Improve customer access to government 
health and social services benefits

• The single card will replace 17 existing cards and 
vouchers that cover such areas as health benefits, 
concessions, welfare and the veteran community

• By 2010, approximately 16 million cards will have been 
issued





New modes of operation …



ICT Governance Structure

Australian Government

Secretaries’
Committee 

on ICT

Management
Advisory Committee

Chief 
Information

Officer Committee 

Special Minister 
of State

Business Process
Transformation

Committee 

Automated 
Systems in 

Administrative
Decision Making 

State and Territory 
Governments

Online and 
Communications 

Council

Cross Jurisdictional 
CIO Committee



Business Process Transformation 
Committee

• Recently established to coordinate the redesign and 
reform of agency business processes

• The Committee has identified and prioritised a series of 
candidate business processes for reform, including:

– records / document management
– online recruitment

– business reporting (that is, business reporting to government)

– parliamentary workflow



Cross Jurisdictional CIO Committee



Australians’ Use and Satisfaction with 
e-Government Services
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The Future of e-Government


