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Draft Digital Government Toolkit
Overview

This draft Digital Government Toolkit is designed to help countries implement the Recommendation
of the OECD Council on Digital Government Strategies. Governments are struggling to engage
citizens and respond to their public service needs, while accelerating growth and fighting inequalities.
Digital government strategies are needed to maintain citizens’ trust by fostering more open and
innovative governments, while ensuring high quality service delivery, cost effective ICT investments
and the protection of personal data. This draft Toolkit aims to assist policy makers in their endeavours
to design and implement strategies that “work”.
This draft Toolkit should be considered a living document a “perpetual beta” that will continuously
evolve and grow, as more and more countries share their experiences about what works in their digital
government activities.
The Recommendation on Digital Government Strategies work began with discussions at the ELeaders meeting held in Mexico City (Mexico) in March 2012, under the guidance of the then Chair
of the E-Leaders, and former CIO of the Government of Australia, Ms. Ann Steward. The annual “ELeaders” meeting has been taking place since 2008. It brings together members of the OECD
Working Party of Senior Digital Government Officials – the most senior government officials
responsible for digital government in each OECD member country – to discuss issues of importance
to the Working Party members. The initial set of principles derived from discussions with the ICT
leaders from across the OECD presented in Mexico, were further refined at the subsequent E-Leaders
meeting, which was held in Bern (Switzerland) in October 2013, under the guidance of the then Chair
of the E-Leaders and former CIO of the Government of Canada, Ms. Corinne Charette. The final
version of the Recommendation was approved by the OECD Council on 15 July 2014. Since the time
of its adoption by all 34 OECD members’ countries, eight additional countries have chosen to adhere
to it: Colombia, Costa Rica, Egypt, Kazakhstan, Latvia, Lithuania, Morocco and Russia.
The Recommendation is designed to support the development and implementation of digital
government strategies that bring governments closer to citizens and businesses. It recognises that
today’s technology is not only a strategic driver for improving public sector efficiency, but can also
support the effectiveness of policies and create more open, inclusive, innovative, participatory and
trustworthy governments. This draft Toolkit is designed to provide governments with practical
information and advice to assist in implementing the Recommendation in their administrations. Its
structure matches that of the Recommendation with a section for each of the 12 principles organised
around the three pillars: openness and engagement, governance and co-ordination and capacities to
support implementation.
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Each section of the draft Toolkit provides the following information about each principle: a general
overview of the principle, a few highlighted data points related to the principle, key trends related to
the principle, links to country good practices exemplifying concrete actions to implement the
principle, and a list of further reading. There is also a self-assessment exercise for each principle that
is meant to illustrate the type of policies and practices that governments at different levels of maturity
in the use of ICT undertake.
The first beta version of this Toolkit will be presented at the OECD’s 2015 E-Leaders meeting in
Tokyo, Japan on the 29th to 30th of September 2015. This printed-format version of the draft Toolkit
will be complemented by an online Toolkit that will be launched later in 2015, which will form the
heart of the Digital Government Toolkit project. Over time the online version of the draft Toolkit will
serve as the hub for further improvements of the content and for the provision of the supporting
materials. Over the coming years we anticipate more input from countries on national practices, to
share lessons learned on “do’s” and “don’ts”. This will evolve our understanding of effective
implementation of the practices, the capacity to formulate suggestions on how to deal with specific
challenges and the development of more robust indicators to measure progress.
One important way in which the digital government community can grow over time is through the
exchange of experiences related to the implementation of digital government initiatives. Through the
work on the draft Toolkit - to be developed under the leadership of the current Chair of the E-Leaders,
Colin MacDonald, Chief Executive of the Department of Internal Affairs and Chief Information
Officer of the Government of New Zealand - the aim of the OECD is to build a community of digital
government practitioners who can interact not only through the annual E-Leaders meetings, but also
through an online community of practices all year long. We expect this community to grow over time
and to become a key part of the implementation strategy for the Recommendation and of the
production and sharing of knowledge.
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The successful implementation of the Recommendation on Digital Government Strategies relies on an
ecosystem comprised of government actors, non-governmental organisations, businesses, citizens’
associations and individuals that support the production of and access to data, information and
services, through digital interactions with the government. As this is a community project, we look
forward to your feedback to make the draft Toolkit as relevant as possible for country practitioners.
The OECD’s Digital Government Unit is inviting you to contribute to the development of this Draft
Digital Government Toolkit by:


Submitting national initiatives that exemplify the implementation of the principles.



Identifying “do’s” and “don’ts” in relation to each of the principles – a list will be included in the
on line draft Toolkit version to guide policy makers in making the right decisions, and also by
learning from others to avoid the risk of taking unsuccessful actions.



Providing feedback on the development/maturity model of ICT use in the public sector



Submitting information about relevant data and indicators that are used nationally.

If you are interested in participating by sharing your feedback and ideas on any of the above, or on
any additional points, please contact the OECD Digital Government team at: digital.gov@oecd.org
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Pillar I: Engage citizens and open-up government to maintain public trust
The need to regain and strengthen public trust and confidence, for the majority of OECD member
countries, may be partly due to the perception of inadequate levels of government transparency,
accountability, performance, openness and capacity to engage stakeholders.
The emergence of new technologies like social media, mobile technologies and other technologyenabled approaches, such as Open Government Data, are providing opportunities to regain trust by
enabling new and more direct relations with citizens and businesses. Benefiting from the digital
channels that citizens use for personal activities, governments can more quickly and defiantly respond
to new demands in terms of public services and policy making. Public engagement is a critical
component of open and accountable governments, both for building trust as well as for creating public
value. Crowdsourcing, informed consultation and participation in the decision-making process can
lead to new methods of collaboration, as well as the identification of joint solutions and services that
better respond to users’ needs. Public engagement contributes to strengthening the support for public
institutions and the trust relationship between governments and citizens, but challenges emerging
from involvement of non-institutional actors in public affairs need to be addressed, such as the digital
divide (both in the society and within the public sector) and new forms of digital exclusion that
separate those who are fully capable of embracing technological opportunities and those who are
excluded from the benefits of online services and information.
Citizens are unlikely to interact with governments via online channels without a guarantee of privacy
and security. This can represent a significant barrier to fully capturing digital government benefits
(e.g. low uptake of online opportunities) and building citizens’ trust. Governments need to balance
privacy and security considerations with enabling Internet and technology benefits to flow to the
users. This is becoming essential, for instance, as the semantic web exploits the internet of data to
spur modern forms of policy making (e.g. to improve performance, manage risks, develop preemptive or early-intervention services). Ensuring security and privacy is costly, but the risk of
breaches and associated loss of public trust and governments reputations can be steeper. Governments
also need to ensure that data provided is trustworthy and that it won’t be misused, particularly as more
services are provided on line and open government data are increasingly becoming available and
being used to produce value by non-institutional actors.
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Pillar I: Openness and engagement
Principle 1: Openness, transparency and inclusiveness
Overview
The use of ICT by governments provides the opportunity to foster openness, transparency and
inclusiveness in governments’ processes and operations as way to regain public trust. The advent of
digital technologies has in particular enabled new and more collaborative ways of engaging with the
public, which in turn has changed the public’s expectations regarding its interaction with
governments. This principle seeks to support good governance by strengthening the focus on more
open and transparent administrations, capable of activating more inclusive mechanisms of public
engagement. Expectations are that these can lead to better services and policies, and ultimately to
higher trust in government, social well-being, quality of governance and economic growth. To
achieve this, governments are updating their legal and regulatory frameworks; they are including open
standards to support inclusiveness, and reinforcing public records management systems that provide
stronger basis for accountability.
To fully exploit the potential of digital technologies, Governments should be digitally inclusive and
take steps to address existing divides – across the society and the various government levels - while
avoiding the emergence of new forms of digital exclusion, i.e. people missing out the opportunities
provided by digital technologies. This principle suggests that governments should facilitate
disadvantaged groups of users with targeted interventions aimed to increase their inclusiveness, taking
actions to improve ICT literacy in the society, raise awareness on existing online opportunities, and
increase all age groups’ comfort and familiarity with using technology and online channels to interact
with governments. It also seeks to promote gender-balanced digital strategies, that will take into
account the different contexts in which men and women live and operate, to avoid unanticipated
negative effects in terms of exclusion. As new technologies (e.g. m-government) are increasing the
prospects to facilitate Internet access, governments should adopt multi-channel service delivery
strategies to seize all available channels to provide access to online services and information to as
many users as possible while respecting the choice of those citizens who prefer offline channels. This
principle highlights that governments should ensure coherence of digital government programmes and
strategies with Information Society strategies to ensure access to online channels and developments of
an IT skilled society providing equal opportunities to all.
Indicator Data
Transparency/Access to information Laws that foresees an
“open by default” standard for government data
Yes: 39.13%

No
Yes

No:
60.87%
Source: OECD Survey on Open Government Data, 2014
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Gaps in Internet Use by Age, 2014
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Key Issues and Trends
New ways of interactions between governments and citizens emerge triggered by the adoption of mobile
technologies (OECD, 2011), open government data (OECD, 2013), cloud computing (OECD, 2014) and
social media (OECD, 2014). However, to translate the use of digital technologies into more open,
transparent and inclusive processes and operations, governments must include these objectives into their
digital strategies and action plans.
Additionally, decision makers need to increasingly formulate overarching government IT policies that are
aligned with wider government objectives that help better match resources to policy objectives. Similarly,
governments increasingly realise the need to adapt their legal and regulatory frameworks to the new
digital reality. They review transparency and access to information laws, enacted primarily in the 20 th
century, to recognise different contexts brought about by new technologies (e.g. social media, mobile
government) and technology-driven approaches (e.g. open government data), and to accommodate
intensified public expectations of accountability and transparency.
Strong political support and the necessary bridges with the civil society are required for new technologies
to be effectively leveraged to improve transparency and accountability, to fight corruption and to
ultimately improve public sector performance.
Governments progressively recognise the citizens’ right to access, use and re-use public sector data,
information, records and content. This implies the need to strengthen efforts to increase data availability,
accessibility and to spur data re-use, as well as the creation of the necessary ecosystem of actors.
Governments are also taking a pro-active approach in increasing access of the population to ICT
technologies and reducing the existing digital
divides, which may sometimes require significant
Good Practices
investments in contexts of budgetary pressures. Governments should adopt strategies that maximise value
for
money and improve their investment decisions based on existing assets.
Canada
Good Practices: Action Plan on Open Government and its Directive on Open Government; Website
Renewal initiative
Summary: Action plan as member of the Open Government Partnership and its implementation; website
renewal improving user experience and access to information and public services.
Read More: http://www.oecd.org/gov/canada-OG-plan.pdf and http://www.oecd.org/gov/canada-websiterenewal.pdf
Colombia
Good Practice: Urna de Cristal
Summary: Platform where Colombians can learn about the government results, progress and initiatives
and interact regarding state administration, public services and policies.
Read More: http://www.oecd.org/gov/colombia-urna-cristal.pdf
Finland
Good Practice: Open Data Programme
Summary: In collaboration with all relevant stakeholders worked in the elimination of obstacles to the reuse of public data.
Read More: http://www.oecd.org/gov/finland-OD-Programme.pdf
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Good Practices
Mexico
Good Practices: National Digital Strategy; National One-Stop Portal; ICT Policy
Summary: Development of a digital strategy to make government more open, transparent and inclusive.
The national one-stop portal seeks provides Mexicans with easy access tot information, public services
and information. ICT Policy is a strategiplan for ICTs aligned with the National Strategy that is
transversal to all government agencies.
Read More: http://www.oecd.org/gov/mexico-digital-strategy.pdf; http://www.oecd.org/gov/mexico-onestop-portal.pdf and http://www.oecd.org/gov/mexico-ICT-policy.pdf
Poland
Good Practice: Public Portal of Information about Law
Summary: Helps citizens monitor the publication of the executive acts by state bodies and their
compliance with sentences of Constitutional Tribunal.
Read More: http://www.oecd.org/gov/poland-portal-information-law-PPIoP.pdf
Switzerland
Good Practice: Development of E-Government Strategy
Summary: Open, transparent and inclusive approach to the development of the new E-Government
Strategy, including goals, projects and services.
Read More: http://www.oecd.org/gov/switzerland-egovernment-strategy.pdf

Further Reading
OECD (2014a), “Cloud computing: The concept, impacts and the role of government policy”, OECD
Digital Economy Papers, No. 240, OECD Publishing, Paris http://dx.doi.org/10.1787/5jxzf4lcc7f5-en
OECD (2014b), “Government use of social media: A policy primer to discuss trends, identify policy
opportunities and guide decision makers”, OECD Public Governance Working Papers, No. 26, OECD
Publishing, Paris, http://dx.doi.org/10.1787/5jxrcmghmk0s-en
OECD (2013), “Open government data: Towards empirical analysis of open government data initiatives”,
OECD
Public
Governance
Working
Papers,
No.
22,
OECD
Publishing,
Paris,
http://dx.doi.org/10.1787/5k46bj4f03s7-en
OECD (2011), M-government: Mobile Technologies for Responsive Governments and Connected
Societies, OECD Publishing, Paris, http://dx.doi.org/10.1787/97892641187 06-en
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Self-Assessment of Stages of Development in Digital Government
Principle 1: Openness, transparency and inclusiveness
This overview provides a basis to identify key characteristics of countries that have achieved
early, intermediate and advanced stages of development for this principle, and the practices
and policies that should be considered to progress in its implementation.
CHARACTERISTICS OF EARLY STAGE DEVELOPMENT





Does not have a legal and regulatory framework that supports the use of ICT to increase
the openness and transparency of government processes, operations, data and
information
Does not have an “open by default” standard for government data
Has low levels of openness, transparency and inclusiveness in government processes and
operations
Has important digital divides and low uptake of online government services

Policies and practices to be implemented
Adapt the legal and regulatory frameworks to guarantee access to and transparency of
government processes, operations, information and data supported by digital
technologies
Sensitize different stakeholders on the importance of open, transparent and inclusive
government processes and operations
Establish an “open by default” standard regarding government data with necessary legal
exceptions to protect privacy and other types of sensitive information
Put in place initiatives to reduce the digital divide develop ICT skills – both in the society
and among civil servants
CHARACTERISTICS OF INTERMEDIATE STAGE DEVELOPMENT





Has put in place an enabling legal and regulatory framework that mandates the
publication of government data in a machine readable format
It regularly publishes government data sets in machine readable formats on central data
repository and making accessible to all
Has in place an Open Government and Open Government Data strategies and action plans
Has an “open by default” standard regarding government data with necessary legal
exceptions to protect privacy and other types of sensitive information. Does not have or
has very limited participatory mechanisms for policy making and public service design and
delivery

Policies and practices to be implemented
Review the strategy and incentives in place in order to create an open culture both
within the administration and the broader society with strong cooperation and
dialogue between the two, both at the national and subnational levels.
Develop mechanisms for inclusive policy making and the co-production of public
services
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Develop policies, infrastructure and capacities to increase the availability and use of
open data and other digital accountability mechanisms.

CHARACTERISTICS OF ADVANCED STAGE DEVELOPMENT








Legal and regulatory framework mandates the regular publication of government
data with necessary key exceptions for security and privacy reasons.
Inclusive policy making mechanisms both within the administration and with the
broader society are in many instances compulsory both at national and subnational
levels.
Regularly publishes government data sets prioritising high value data sets (selected in
consultation with the users, and performance data including APIs interacting with a
dynamic open government ecosystem
Has a highly ICT-skilled population and civil service
It has an Open Data Strategy and an Open Government Strategies and the two are aligned.

Policies and practices to be implemented
Legally recognises the right of citizens to participate in, be consulted on and provide
feedback for different decision-making processes, service design and delivery, data
to be released in open formats, and others as appropriate.
Co-design of public policies, services and data using digital platforms/crowdsourcing
Put in place a develop strong and regular use of digitally enabled engagement
mechanisms with systematically and efficiently published updated government data
and information
Develop data analytics skills inside and outside government
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Pillar I: Openness and engagement
Principle 2: Engagement and participation in a multi-actor context in policy making
and service delivery

Overview
Recent financial, natural and social crisis have shown that governments cannot deal with complex
global and domestic challenges alone. They face hard trade-offs, such as responding to rising
demands for better quality public services despite tight budgets. They need to work with citizens and
other non-institutional stakeholders to find solutions. Participation facilitates citizens’ empowerment
and can allow redressing of the inequitable distribution of resources and power that underlie
inequality, poverty and distress. The use of ICT provides opportunities for governments to engage
with public, private and civil society stakeholders to create public value in policy-making processes
and in service design and delivery. While grasping these new opportunities, governments are
progressively confronted with the need to properly address issues concerning citizens’ rights,
organisation and resource allocation, adoption of new rules and standards, and development of
institutional capacities to take up these new opportunities.
The implementation of this principle helps governments to better understand citizens’ evolving needs,
leverage information, ideas and resources held outside the public sector and lower costs and
administrative burdens while improving policy outcomes. Full implementation of this principle can
also help the shift towards more citizen-driven governments.
Central governments regularly consulting
users on their preferences for data release

Indicator Data

Engaging with stakeholders is one of the
objectives of the government’s social
media use

No: 24.24%
Yes: 24%

Yes:
75.76%

Source: OECD Survey on Open Government Data, 2015

No: 76%

Source: OECD Survey on Social Media Use by Governments, 2013
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Key Issues and Trends
As governments realise the good governance value of participation and engagement they are taking
more collaborative approaches to policy-making and service delivery. To identify and better serve the
needs of specific segments of the population, governments are selecting and engaging new actors (e.g.
non-governmental organisations or citizens’ associations) involved in the provision and use of ICTenabled platforms and/or services.
Government agencies are adopting mandatory standards and recommended guidelines to ensure
inclusiveness and take-up when designing their websites and online services. These guidelines include
catering to the needs of the disabled by adopting World Wide Web Consortium (W3C) and Web
Content Accessibility Guidelines. Government are opting for user friendly one-stop portal for citizens
to access publicly available Government data. Public sector agencies have seen the benefit of sharing
“problem statements” so that the private sector could co-create solutions to the problems. To
encourage participation, incentives in the form of innovative business models, prizes or publicity are
being used.
The defining feature of what many are calling the participative web (also known as Web 2.0 or
read/write web) is the ability of users to create, share and link content as they develop communities.
Providing targeted, relevant and accessible information online, establishing a government presence in
existing online communities and spaces, providing safe and trusted government online spaces for
engagement and deliberation, soliciting, collecting and analysing online feedback and/or user
generated content are some of the measures which if effectively used, can enhance citizen
participation and help in reducing digital divide.
To make e-participation effective governments take active steps to be digitally inclusive by increasing
awareness about the existence of this channel, as well as citizens’ capacity and willingness to use
them to interact with the governments.
Good Practices
Canada
Good Practice: Open Government Licence (Open Data Canada) and Strategic Software Developer
Engagement
Summary: Licensing agreement that can be used across jurisdictions that enables the unrestricted reuse of
government data and information. Ongoing engagement with Tax Preparation Software developers.
Read More: http://www.oecd.org/gov/canada-OD-licence.pdf and http://www.oecd.org/gov/canadadeveloper-engagement.pdf
Colombia
Good Practices: E-government Innovation Centre and Urna de Cristal.
Summary: This initiative aims to strengthen an ICT-enabled public innovation ecosystem. Urna de Cristal
is a platform allowing citizens to participate and interact with the administration regarding policies and
services.
Read More: http://www.oecd.org/gov/colombia-innovation-center.pdf and
http://www.oecd.org/gov/colombia-urna-cristal.pdf
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Good Practices
Finland
Good Practice: Open Data Programme
Summary: In collaboration with all relevant stakeholders worked in the elimination of obstacles to the reuse of public data.
Read More: http://www.oecd.org/gov/finland-OD-Programme.pdf
Latvia
Good Practices: Social e-petition platform “My Voice” and Open Referendum Initiation System
Summary: Platforms allowing citizens to submit legislative initiatives and initiate official referendums on
the dissolution of Parliament.
Read More: http://www.oecd.org/gov/latvia-social-epetition.pdf and http://www.oecd.org/gov/latvia-openreferendum.pdf
Mexico
Good Practices: National Digital Strategy; National One-Stop Portal; Digital Inclusion and Literacy Pilot
Program
Summary: Development of a digital strategy to make government more open, transparent and inclusive.
The national one-stop portal seeks provides Mexicans with easy access tot information, public services and
information. Pilot seeking to improve digital literacy amog public school students,
Read More: http://www.oecd.org/gov/mexico-digital-strategy.pdf; http://www.oecd.org/gov/mexico-onestop-portal.pdf and http://www.oecd.org/gov/mexico-digital-literacy.pdf
New Zealand
Good Practices: Result 9 and Result 10
Summary: Initiatives looking to improve service delivery to citizens and business through co-design and
co-deliver.
Read More: http://www.oecd.org/gov/new-zealand-result-9.pdf and http://www.oecd.org/gov/new-zealandresult-10.pdf
Portugal
Good Practices: Citizen’s Portal and Digital Mobile Key
Summary: The portal allows users to publically provide feedback about services. The Digital Mobile Key
is a safe authentication system giving access to online services.
Read More: http://www.oecd.org/gov/portugal-citizens-portal.pdf and http://www.oecd.org/gov/portugaldigmobile-keydocx.pdf
Russian Federation
Good Practice: Information System of State Services Quality Monitoring (“Your Control”)
Summary: Allows recipients of State Services to validate their experience and give feedback.
Read More: http://www.oecd.org/gov/russia-services-monitoring.pdf

Further Reading
OECD (2015), Open Government Data Review of Poland: Unlocking the Value of Government Data,
OECD Digital Government Studies, OECD Publishing, Paris. DOI:
http://dx.doi.org/10.1787/9789264241787-en
OECD (2014), “Government use of social media: A policy primer to discuss trends, identify policy
opportunities and guide decision makers”, OECD Public Governance Working Papers, No. 26, OECD
Publishing, Paris, http://dx.doi.org/10.1787/5jxrcmghmk0s-en
OECD (2013), “Open government data. Towards empirical analysis of open government data
initiatives”, OECD Public Governance Working Papers, No. 22, OECD Publishing, Paris,
http://dx.doi.org/10.1787/5k46bj4f03s7-en
OECD (2013), Colombia: Implementing Good Governance, OECD Public Governance Reviews,
OECD Publishing, Paris.
DOI: http://dx.doi.org/10.1787/9789264202177-en
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Self-Assessment of Stages of Development in Digital Government
Principle 2: Engagement and participation in a multi-actor context in policy making
This overview provides a basis to identify key characteristics of countries that have achieved
early, intermediate and advanced stages of development for this principle, and the practices
and policies that should be considered to progress in its implementation.
CHARACTERISTICS OF EARLY STAGE DEVELOPMENT




The use of ICT focuses on supporting government processes following the public sector’s
own logic
Legal framework does not enable or encourage the use of ICT to promote public
engagement and participation
Top-down is the predominant approach in decision-making processes

Policies and practices to be implemented
Develop legal frameworks enabling engagement and more participatory approaches in
the decision-making of key governance issues and service design
Develop consultation instruments to support the integration of key stakeholders’ views
to be taken into consideration in the decision-making process and public service design
Use ICTs to engage with external stakeholders and open up government data as a tool
for engagement in public governance
CHARACTERISTICS OF INTERMEDIATE STAGE DEVELOPMENT




Regularly uses ICTs as a communication channel with the public
Regularly opens up government data and information that is accessible and re-usable
Makes efforts to collect data on and anticipate citizens’ preferences to integrate them in
the policy cycle and public service design and delivery

Policies and practices to be implemented
Develop a change management strategy at the central government to move towards
more participatory processes and pro-active approaches in engaging with the public
Engage with subnational levels of government to find coordinated approaches in ICT
enabled engagement and participation
CHARACTERISTICS OF ADVANCED STAGE DEVELOPMENT




Systematically leverages ideas and efforts from outside of the public sector and integrates
citizens’ preferences to public service design and delivery
Regularly publishes high quality and relevant/useful datasets through the one-stop open
data portal which is supported by a dynamic and productive open government data
ecosystem
Has an enabling framework and adequate skills in the public sector supporting
engagement and participatory processes

Policies and practices to be implemented
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Develop a citizen-driven public governance approach and strategy supported by a
solid digital government ecosystem with active and continuous involvement of key
stakeholders along the policy cycle and public service design and delivery at all levels
of government. This implies having all the necessary enablers in place (technical and
legal, sound governance frameworks and ICT associated capacities across
government levels and in the broader society) and ensuring strong evidence-based
policy-making including the use of data analytics (predictive analytics, data mining,
data crunching, etc.).
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Pillar I: Openness and engagement
Principle 3: Creation of a data-driven culture in the public sector

Overview
To deliver better services more efficiently and effectively, in order to sustain more inclusive growth,
government needs to improve their use of data and technology to strengthen public sector intelligence.
This can be done by (i) better exploiting digital technologies and data analysis to understand societal
needs (i.e. foster predictive analytics), (ii) embedding data use throughout the policy cycle, and (iii)
putting in place governance arrangements to ensure responsible and coherent use of data that benefits
citizens and strengthens public trust.
Governments should develop a culture of data analysis and use within the public sector that helps
predicting new needs and trends, and understanding how to improve existing processes and dynamics.
In order to take full advantage of “big data” governments should increase availability of evidence and
data concerning their operations, processes and results to increase openness and transparency and
should also incentivise public engagement in using these data to improve understanding governments’
performance. Governments should ensure that data and evidence are trustworthy and take steps to
prevent misuse.

Has digital literacy programme for civil
servants that includes development of data
analytics skills to develop and stimulate better
policies and services

Indicator Data

Has a Chief Data Officer

Yes: 18.18%

Yes: 18.18%

No:
81.82%

No:
81.82%

Source: OECD Survey on Open Government Data, 2014
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Key Issues and Trends
To achieve a data-driven public sector, governments must develop data analytics skills and a datadriven culture throughout the public sector. Governments need to track the performance of public
services and use granular data to predict trends and needs, spot potential problems or bottlenecks and
fine-tune services to be as effective as possible. Additionally, countries are increasingly looking at
how Open Government Data can be thought of as a service itself, where government by providing data
in open, machine-readable, and re-useable formats, enables third-parties to build services for citizens.
This new perspective can also support a shift in the service delivery paradigm: from a user-centred
approach to user-driven one. Users can indeed use OGD to take more informed decisions or make
more precise requests on the services they need. This implies the need for appropriate legal
frameworks that enable and unlock the full potential of Open Data and Big Data and a pro-active
approach to reach communities and build an open innovation ecosystem.
Governments are also increasingly working on data infrastructure that supports the management of the
“data cycle” and coherent and sustainable efforts to use data for improved policy-making and public
service delivery.
A data-driven public sector is sustained by sound governance arrangements that help governments
create drivers of change and spur collective commitment across the administration to manage and use
data as a strategic asset, having a shared understanding of roles and responsibilities. These new
institutional set-ups include, for instance, the creation of a central government Chief Data Officer that
supports the use of data for knowledge-based policy decisions.
A digital government strategy that supports the creation of a data-driven public sector must include a
communication strategy that addresses the needs and concerns of civil servants, businesses and
citizens. A common understanding of the purpose and objective of a data-driven public sector is a key
element for success.
Good Practices
Canada
Good Practice: Open Government Portal and the Canadian Open Data Experience (CODE)
Summary: The open data portal targeted search capabilities and datasets compiled by over 43
departments and agencies. The Canadian Open Data Experience (CODE) is the first national open data
hackathon.
Read More: http://www.oecd.org/gov/canada-OD-experience.pdf
Japan
Good Practices: Open Data Policy and Official Information System Total Management Database
Summary: Public information and Open Data policy. Development of a database of basic information
for the management of government information systems.
Read More: http://www.oecd.org/gov/japan-OD-policy.pdf and http://www.oecd.org/gov/japanmanagement-database.pdf
Korea
Good Practice: Open Data Big Bang Project
Summary: Citizens and enterprises select public data that have practical usage in business, and the
government discloses the big data.
Read More: http://www.oecd.org/gov/Korea-OD-big-bang.pdf
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Good Practices

Mexico
Good Practices: National Digital Strategy and National One-Stop Portal
Summary: Development of a digital strategy to make government more open, transparent and inclusive.
The national one-stop portal seeks provides Mexicans with easy access tot information, public services and
information.
Read More: http://www.oecd.org/gov/mexico-digital-strategy.pdf and http://www.oecd.org/gov/mexicoone-stop-portal.pdf
Poland
Good Practice: National Open Data Portal
Summary: Initiative involved launching a data portal, organising trainings for civil servants on how to
publish data in re-useable formats and disseminating knowledge about the benefits of open data.
Read More: http://www.oecd.org/gov/poland-OD-portal.pdf
Portugal
Good Practices: Citizen’s Portal and Digital Mobile Key
Summary: The portal allows users to publically provide feedback about services. The Digital Mobile Key
is a safe authentication system giving access to online services.
Read More: http://www.oecd.org/gov/portugal-citizens-portal.pdf and http://www.oecd.org/gov/portugaldigmobile-keydocx.pdf
Spain
Good Practice: Data Intermediation Platform
Summary: Platform supporting the enquiry and verification of data online by intervening agencies.
Read More: http://www.oecd.org/gov/spain-data-intermediation-platform.pdf
Slovenia
Good Practice: System interoperability and data gathering for e-Social Security
Summary: The project has enabled efficient interoperable electronic data collecting from 50+ data sources
within public sector and wider (e.g. banks) - for the specific purposes of the e-Social Security.
Read More: http://www.oecd.org/gov/slovenia-SS-interoperable-data-gathering.pdf

Further Reading
OECD (2015), Open Government Data Review of Poland: Unlocking the Value of Government Data,
OECD Digital Government Studies, OECD Publishing, Paris. DOI:
http://dx.doi.org/10.1787/9789264241787-en
OECD (2013), “Open government data: Towards empirical analysis of open government data initiatives”,
OECD Public Governance Working Papers, No. 22, OECD Publishing, Paris. DOI:
http://dx.doi.org/10.1787/5k46bj4f03s7-en
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Self-Assessment of Stages of Development in Digital Government
Principle 3: Creation of a data-driven culture in the public sector
This overview provides a basis to identify key characteristics of countries that have achieved
early, intermediate and advanced stages of development for this principle, and the practices
and policies that should be considered to progress in its implementation.
CHARACTERISTICS OF EARLY STAGE DEVELOPMENT
Has low capacity to produce, collect, share and analyse data in a way that actively
supports evidence-based policy-making and re-use of data to strengthen predictive
intelligence and design better policies and services
 Lacks legal framework enabling open government data and facilitating data sharing
across the administration
 Does not have a central repository for open government data
 Un-harmonised administrative data sets and data platforms are not interoperable
Policies and practices to be implemented
 No unit in charge of data governance and management in the public sector


Develop a strategy to increase data literacy in the public sector
Develop an open government data strategy, legal framework and central one-stop portal
for government data
Develop standards and guidelines for public sector data use, management and sharing
CHARACTERISTICS OF INTERMEDIATE STAGE DEVELOPMENT




Has developed a legal framework, data processes and data analysis skills in the public
sector to support the policy cycle
Government data is open by default and data sets are published regularly through the
government’s central repository in a machine-readable format
Has developed standards and guidelines for government data and platform
interoperability

Policies and practices to be implemented
Develop training programmes to develop, attract and retain data analysis skills
across the public sector
Develop programmes to engage with the community of data producers and re-users
on the usefulness and re-use of open government data to find innovative solutions
to public issues
Create a unit or body in charge of data management in the public sector
Identify a unit in charge for designing and co-ordinating the implementation of the
open government data strategy
CHARACTERISTICS OF ADVANCED STAGE DEVELOPMENT






Is able to perform sophisticated data analysis across the public sector that
effectively supports policy-making and service delivery
Regularly publishes useful and high quality data sets through the central
government open data portal and regularly consults with key stakeholders
Has a unit or body in charge of data management in the public sector
Has a systems of registers and/or datasets that are interoperable and can be
linked
Has developed a “fees model” to enable a sustainable model of data production,
free access and re-use across the administration
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Policies and practices to be implemented
Develop a national public sector data management strategy to strengthen a strategic
use of data (e.g. foster predictive analytics) in the public sector to improve policymaking and performance
Develop the required data infrastructure to enhance data sharing across the public
sector
Establish a Chief Data Officer to co-ordinate the data governance at the central
government level
Develop close collaboration with local governments on data management issues
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Pillar I: Openness and Engagement
Principle 4: Protecting privacy and ensuring security
Overview
As more services and information move online use of new technologies increases and new forms of
collaboration are established with private and non-governmental partners, governments need to take
all necessary steps to guarantee privacy and security protection and prevent. Security breaches may
further diminish the citizens’ trust in government and its ability to securely lead the digital
transformation.
Governments should review existing regimes for privacy and security protection, either legislative or
policy-based, keeping in mind that a combination of business, management and technical measures
are needed to complement regulatory regimes to provide oversight, enforcement and guidance. These
include policies, procedures, organisational structures and software, and hardware functions. These
should be periodically monitored, reviewed and improved to ensure that they keep pace with public
demand and technological change. High level leadership is needed in developing a culture and
policies to ensure adequate levels of privacy protection and security.
Indicator Data

Number of critical alerts and warnings issued, 2007-11
2007

2008

2009

2010

2011
375

140
63 63

188
148
108
79 82

167
105

58

64

17 17 23 21
CERTA (France)

Bund-CERT
(Germany)

US-CERT (United CERT-FI (Finland)
States)

CNCERT/CC
(China)

Source: OECD based on CERT data
Graph published in OECD (2012), "Improving the Evidence Base for Information Security and Privacy Policies:
Understanding the Opportunities and Challenges related to Measuring Information Security, Privacy and the
Protection of Children Online", OECD Digital Economy Papers, No. 214, OECD Publishing, Paris.
DOI: http://dx.doi.org/10.1787/5k4dq3rkb19n-en
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Key Issues and Trends
Digital technologies enable the flow of important amounts of information and data. This
entails risks that should be appropriately managed. Ensuring privacy and security in a
connected and networked world is essential for securing citizens’ trust in government
and its ability to successfully realise the digital transformation. Nonetheless,
governments still face important challenges in developing a structured approach to face
risks and incidents or measuring performance or the consequences of security breaches.
Governments benefit from establishing strong institutional arrangements in terms of
security and privacy, including a national Computer Security Incident Response Team
(CSIRT) and a privacy enforcement authority. These organisations should be equipped
with a strong and clear mandate, appropriate institutional capacity and the necessary
technical skills to fulfil their mission.
In terms of evidence, countries should continue to work in collaboration with the OECD
on the development of commonly agreed indicators that strengthen the comparability of
statistics and enhance peer-learning. This can also help governments better understand
the socio-economic impacts of potential harms and the response of businesses and
households to security and privacy incidents.
The development of performance indicators must include all technical aspects of
ensuring security and privacy in a digital world, including: threats, vulnerabilities,
prevention, incidents and response. One of the main challenges in developing
performance indicators is the fact that not all incidents are visible to users because of a
number of factors including technical limitations.

Good Practice
Canada
Good Practices: eTravel Authorization (eTA), My VAC Book and Website Renewal Initiative
Summary: eTA is a new entry requirement for visa-exempt foreign nationals. My VAC Book
is a print-on-demand booklet that provides personalized information about VAC services and
benefits. The Website Renewal Initiative improved user experience and securely access to
information and public services.
Read More: http://www.oecd.org/gov/canada-etravel-authorization.pdf;
http://www.oecd.org/gov/canada-VAC-book.pdf and http://www.oecd.org/gov/canadawebsite-renewal.pdf
Mexico
Good Practices: National Digital Strategy; National One-Stop Portal; ICT Policy
Summary: Development of a digital strategy to make government more open, transparent and
inclusive. The national one-stop portal seeks provides Mexicans with easy access tot
information, public services and information. ICT Policy is a strategiplan for ICTs aligned
with the National Strategy that is transversal to all government agencies.
Read More: http://www.oecd.org/gov/mexico-digital-strategy.pdf;
http://www.oecd.org/gov/mexico-one-stop-portal.pdf and http://www.oecd.org/gov/mexicoICT-policy.pdf
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Good Practice
New Zealand
Good Practice: Cross government programme to improve Privacy and Security across the State
Sector
Summary: Programme includes different mutually reinforcing initiatives: The ICT Common
Capabilities Panel for Security and Related Services; Provision of tools, advice and guidance to
agencies to assist them in building their capability including risk assessment tools; Establishment of
the Government Chief Privacy Officer (GCPO); The GCIO is responsible for providing the
Government with system-wide assurance that ICT risks are being identified and well managed;
Development of more integrated and streamlined advice for agencies across privacy and security.
Read More: http://www.oecd.org/gov/new-zealand-security-privacy.pdf

Further Reading
OECD (2012), "Improving the Evidence Base for Information Security and Privacy Policies:
Understanding the Opportunities and Challenges related to Measuring Information Security, Privacy
and the Protection of Children Online", OECD Digital Economy Papers, No. 214, OECD Publishing,
Paris. DOI: http://dx.doi.org/10.1787/5k4dq3rkb19n-en
OECD Guidance for Improving Comparability of Statistics Produced by Computer Security Incident
Response Teams (CSIRTS), 2015:
http://www.oecd.org/officialdocuments/publicdisplaydocumentpdf/?cote=DSTI/ICCP/REG(2013)9/FI
NAL&doclanguage=en
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Self-Assessment of Stages of Development in Digital Government
Principle 4: Protecting privacy and ensuring security
This overview provides a basis to identify key characteristics of countries that have achieved
early, intermediate and advanced stages of development for this principle, and the practices
and policies that should be considered to progress in its implementation.
CHARACTERISTICS OF EARLY STAGE DEVELOPMENT



Lacks national Computer Security Incident Response Teams (CSIRT) and/or privacy
enforcement authority
Does not have a clear risk assessment of security incidents or privacy violations nor
performance indicators in terms of systems’ security

Policies and practices to be implemented
Establish a CSIRT and a privacy enforcement authority
Develop a risk assessment framework and indicators for security and privacy
CHARACTERISTICS OF INTERMEDIATE STAGE DEVELOPMENT



Has a functioning national CSIRT with the ability to quickly respond to incidents as well as
a privacy enforcement authority
Has in place performance indicators and a defined risk management approach to mitigate
most or all of the risks identified through the risk assessment.

Policies and practices to be implemented
Develop a strategy to attract, develop and retain the necessary technical skills to
ensure security and privacy in government and national IT systems
Develops a strategy to increase awareness of risks and risk mitigation among the
broader public
CHARACTERISTICS OF ADVANCED STAGE DEVELOPMENT




Has strong, agile and functional CSIRTs and privacy enforcement authorities
Has strong technical abilities supporting security breach prevention and response and
privacy protection
Has a strong ability to collect, process and analyse data to assess risks, performance and
impact of incidents

Policies and practices to be implemented
Develop partnerships with the private sector to collect data (e.g. through honey nets
and other tools) on security incidents and privacy violations
Work in co-operation with the OECD in the development of strong assessment and
performance indicators supporting efforts for improvement
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Pillar II. Adopt cohesive approaches to deliver public value throughout
government
Public administration in OECD countries is dispersed across many institutions at a national level and
also at the sub-national level (provinces, states, cantons, municipalities), as well as the legislature and
the judiciary. Sound governance frameworks seek to find an appropriate balance between
accountability, control and transparency to achieve quality outcomes in contexts with different levels
of decentralisation. This implies the need for networked horizontal leadership across both national
and subnational administrations.
While ICTs can provide a common platform for service delivery, specific delivery responsibilities
will most likely remain in different parts of the administration to reflect their mandates. Effective use
of this platform requires coordination to achieve alignment between national and local policy goals
and objectives, as well as balancing the need to achieve higher efficiencies at all levels of
government.
A digital government strategy is an instrument that helps prioritise objectives, harmonise ICT
investments and ensure changes in the supporting environment. The lack of co-ordination across and
within policy areas increases the risk of having policies that do not sufficiently reflect the
stakeholders’ views and interests leading not only to poor implementation, but also to policy
incoherence due to the multiplication of sector strategies. Given the cross cutting nature of ICTs, and
the proliferation of multifaceted challenges that require joined-up interventions and cross-cutting
actions, it is necessary to ensure effective linkages and alignment of all ICT related strategies. Multistakeholder engagement in developing a digital government strategy creates a stronger and more
effective mandate, which can be used by those responsible for coordination to influence different
institutions to work together to build whole-of-government” systems.
Governments having achieved certain levels of maturity in ICT use in the public sector have decided
to establish a single authority mandated to provide central leadership and responsible for advising
government and Ministers on matters relating to ICT-led public sector reforms and major investments
in IT projects. The political system, the legal framework in place and the structure of the public
administration are critical factors in determining how this leadership should be exercised, and there is
no “one size fits all” model. Moreover, as new needs appear (e.g. for data governance, for shifting
from citizen-centred to citizen-driven approaches) old institutional frameworks become inadequate
and need to be rethought in a context where actors are not only connected, but increasingly
interconnected, and administrations need to be up to speed and reflect the dynamics of more
networked societies.
While facing many common challenges, countries may choose different
governance frameworks that may include the existence of authorities such as a Chief Information
Officer (CIO), a Chief Digital Officer (CDO) or a Chief Technology Officer (CTO). Nevertheless,
data collected through the Digital Government Performance Survey show that many countries still do
not have a political authority dedicated to ICT matters.
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Pillar II: Governance and coordination
Principle 5: Leadership and political commitment
Overview
International good practices highlight the crucial role of strategic prioritisation of digital government
as a core area of public sector reform. While all OECD countries that responded to the 2014 OECD
survey on Digital Government Performance have declared having a national strategy for digital
government, mechanisms in place for their implementation, and their levels of success vary across
countries. Political support is critical for the digital transformation agenda to be successful. The
strategy embedding a vision and its rationale, and the validation of digital government as enabler for
broader policy outcomes, should be supported by the administrations across all levels of government.
Policy makers in charge of co-ordinating ICT use in the public sector should involve and secure
commitment of the top political leadership - e.g. Head of Government as the champion of change - at
all stages of implementation of ICT initiatives to engage. Required changes necessary in the
implementation of major ICT projects should be communicated rapidly to ensure that all key leaders
and managers accept responsibility for the implementation of needed changes.
The best results in digital transformation initiatives come when the vision statement embedded in the
strategy is linked to higher level public sector reform. A common strategy embedding a common
vision is not a goal in itself and should be seen as a means to achieve policy priorities. This principle
encourages policy makers responsible for digital government to link the government-wide digital
government vision with broader public sector strategic reform objectives and innovation goals, to
secure commitment of political leadership, promote inter-ministerial co-ordination and collaboration,
and facilitate engagement and co-ordination of relevant agencies across levels of government.
Indicator Data

To what a level of government does the
Digital Government Strategy applies?

OECD countries with a political authority
dedicated to ICT matters

Percentage of responding countries
0% 20% 40% 60% 80%100%

Yes: 25.71%

Central government
Yes
No

Regional government

Local government

No: 74.29%

Source: OECD Survey on Digital Government Performance, 2014

Source: OECD Desk Research, 2015
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Key Issues and Trends
The development of the digital government strategy provides a unique opportunity to build a
common vision of the use ICT to strengthen societal well-being and the role of the public sector
for the future of the country. Integrating the views and interests of the different stakeholders
allows governments to build consensus, ownership and support in the political arena, across
levels of government and in the society as whole. Such a strong support identifies the digital
transformation as strategic goal for the whole society and supports the embedding of the digital
strategy in the overall public sector modernisation agenda. Austria, Sweden, Estonia and
Denmark are good examples of the need for broad consensus and ownership throughout
society.
Identifying the digital transformation as a strategic goal for society has strong implication for
the governments’ ability to make shift. Several OECD countries have opted to place ICT
coordinating units or functions at the Centre of Government to ensure political support during
the implementation and coherence across policy areas. Some of these countries have opted for
digital transformation units that support a rapid and swift shift towards a citizen-driven
approach. Such is the case of the United Kingdom with the Government Digital Service and
U.S. Digital Service at the White House.
Strong and continued political and social consensus recognising that a swift and successful
digital transformation is a key strategic goal for the society as a whole has been essential to
achieving advanced levels of development in digital government.

Good Practices
Austria
Good Practice: Platform Digital Austria
Summary: The Platform Digital Austria has become the centre point for coordination and
strategy of eGovernment in Austria by the Federal Government. It coordinates all the agenda of
the “Kooperation BLSG” (which stands for Cooperation of Federal Government, Provinces,
Municipalities and Communities.
Read More: http://www.oecd.org/gov/austria-digital-austria.pdf
Chile
Good Practice: Strengthening Digital Government Governance
Summary: The new Digital Government governance framework is expected to consolidate a
strategic, whole-of-government, long-term and shared vision of Chile’s digital government
policy.
Read More: http://www.oecd.org/gov/chile-digov-governance.pdf
Colombia
Good Practice: Development of E-Government Institutional Framework
Summary: The e- Government Framework has been key in the establishment of common
guidelines related to the use ICT across all sectors and levels of government, becoming a driver
and accelerator of public sector innovation.
Read More: http://www.oecd.org/gov/colombia-instituional-framework.pdf
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Good Practices
Mexico
Good Practices: National Digital Strategy and National One-Stop Portal
Summary: Development of a digital strategy to make government more open, transparent and
inclusive. The national one-stop portal seeks provides Mexicans with easy access tot information,
public services and information.
Read
More:
http://www.oecd.org/gov/mexico-digital-strategy.pdf
and
http://www.oecd.org/gov/mexico-one-stop-portal.pdf
Netherlands
Best Practice: DigiCommissioner
Summary: The National DigiCommissioner pushes for arrangement of financing, governance and
use of infrastructure and services in digital government. Governance includes representatives from all
levels of government.
Read More: http://www.oecd.org/gov/netherlands-digicommissioner.pdf
New Zealand
Good Practice: Partnership Framework
Summary: The Government CIO established the Partnership Framework involving key stakeholders
across government, to support the goal of a single, coherent ICT ecosystem supporting radically
transformed public services.
Read More: http://www.oecd.org/gov/new-zealand-partnership-framework.pdf

Further Reading
OECD (2015), Lithuania: Fostering Open and Inclusive Policy Making, OECD Public Governance
Reviews, OECD Publishing, Paris. DOI: http://dx.doi.org/10.1787/9789264235762-en
OECD (2015), OECD Public Governance Reviews: Estonia and Finland: Fostering Strategic
Capacity across Governments and Digital Services across Borders, OECD Public Governance
Reviews, OECD Publishing, Paris. DOI: http://dx.doi.org/10.1787/9789264229334-en
OECD (2013), Colombia: Implementing Good Governance, OECD Public Governance Reviews,
OECD Publishing, Paris.
DOI: http://dx.doi.org/10.1787/9789264202177-en
OECD (2013), Reaping the Benefits of ICTs in Spain: Strategic Study on Communication
Infrastructure and Paperless Administration, OECD Publishing, Paris.
DOI: http://dx.doi.org/10.1787/9789264173224-en
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Self-Assessment of Stages of Development in Digital Government
Principle 5: Secure leadership and political commitment to the digital strategy
This overview provides a basis to identify key characteristics of countries that have achieved
early, intermediate and advanced stages of development for this principle, and the practices
and policies that should be considered to progress in its implementation.
CHARACTERISTICS OF EARLY STAGE DEVELOPMENT





The use of ICT in government is not seen as a strategic priority in the public sector
modernisation and/or innovation agenda
Does not have a coordinating unit or function for ICT within government
Does not have a government-wide digital government strategy
Senior management in the public sector does not see the importance of enabling the
digital transformation

Policies and practices to be implemented
Sensitize senior management at the central level of government to the need of the
digital transformation
Develop a national digital transformation strategy and action plan
CHARACTERISTICS OF INTERMEDIATE STAGE DEVELOPMENT



Has an ICT coordinating unit or function at the central government ensuring coherence of
ICT use, strategic planning and systems deployment
Has built consensus around the importance of the digital transformation with key
stakeholders at the centre of government

Policies and practices to be implemented
Provide strong political support to the digital transformation agenda at the central
government
Engage with stakeholders at the subnational level of government and develop
coordination mechanisms to ensure the continued harmony of approaches over time
across the public sector
CHARACTERISTICS OF ADVANCED STAGE DEVELOPMENT



Has strong political support for the digital transformation agenda at the central, regional
and local level of government
Has strong co-ordination mechanisms to determine public sector priorities in digital
government

Policies and practices to be implemented
Provide strong political and public support to the digital transformation efforts
across the public sector
Develop channels of input, feedback and participation on the oversight and
evaluation of the implementation of the digital government action plan for external
actors including citizens, businesses and NGOs
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Pillar II: Governance and coordination
Principle 6: Coherent use of digital technology across policy areas
Overview
To ensure the coherent use of ICT across policy areas Governments must adopt strategies that include
a vision statement highlighting broad national objectives and expected outcomes. Based on the
assessment of the national context, of the level of sophistication of ICT deployment in the public
sector and of the overall societal uptake of online opportunities, the strategy should be complemented
by an action plan which sets specific goals and targets with a timeframe for implementation.
The integration of users of public services (citizens and businesses), service providers (sector
ministries and agencies), non-governmental organisations, and government employees into the
process of defining the digital government vision helps to ensure ownership of the strategy and its
translation into realistic plans.
The unit responsible to co-ordinate digital government should adopt mechanisms to align strategic
choices on ICT investments and deployment in various policy areas (e.g. Information Society
Strategy, Information Economy Strategy, Public Sector Reform Programs, e-health, e-procurement) to
ensure sustainable approaches consistent with the national vision, to facilitate joint investments and
initiatives needed to achieve results and to highlight the potential impact of ICT on a number of policy
Indicator Data
Policy areas covered in the National Digital Strategies of OECD countries
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General public services
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Recreation, culture and religion
Defence

Existence of formal coordination mechanisms between units responsible for public sector ICT
projects
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20%
0%
Across the central government Across all levels of government
Across the local levels of
(e.g. sector CIO coordination) (e.g. central-local coordination) government (e.g. coordination
between municipalities)
Source: OECD Survey on Digital Government Performance, 2014
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objectives.

Key Issues and Trends

Engaging relevant stakeholders to provide input to the development of the digital government
strategy is a way of ensuring a coherent vision and objectives with ownership across the public
sector and society as a whole.
This strategy should determine the overarching vision for the use of digital technologies across the
public sector. To implement it in such an overarching way, governments have rightly opted for
integrating the digital government strategy in the overall public administration reform agenda.
As challenging and important issues multiply, governments tend to develop sectorial strategies to
address key issues. These strategies may include digital components to their plans of action. To
ensure coherence, governments should identify the complementarity, alignment and mutual
reinforcement between the digital government strategy and other relevant sector strategies.
To achieve coherence governments have established co-ordinating units or functions for the use of
ICT at the central government with co-ordination mechanisms with subnational governments to
ensure common solutions to common challenges, supporting efficiency and effectiveness. The
experience shows benefits in providing the institution formally responsible for digital government
co-ordination with the mechanisms to align overall strategic choices on investments in digital
technologies with technological deployment in various policy areas, thus ensuring consistency and
coherence of the approach, eliminating the silo approach and supporting policy integration and data
management.
Good Practices
Belgium
Good Practice: Federal Service bus
Summary: Creation of an Enterprise Service Bus platform for use at Belgian federal level;
definition of a service oriented architecture and implementation of a number of user-centric
services for systematic (re)use of authoritative data.
Read More: http://www.oecd.org/gov/belgium-service-bus.pdf
Canada
Good practices: Enterprise IT Governance, Planning, Reporting and Oversight; My VAC Book
Summary: To ensure coherent use of digital technologies, TBS CIOB has implemented an
enterprise IT management methodology, supported by tools that enable the aggregation of data on,
and oversight of, departmental IT plans, expenditures and applications in support of alignment to
GC IT modernization priorities including digital government. My VAC Book is a print-on-demand
booklet that provides personalized information about VAC services and benefits.
Read More: http://www.oecd.org/gov/canada-enterprise-IT-governance.pdf and
http://www.oecd.org/gov/canada-VAC-book.pdf
Chile
Good Practices: Strengthening Digital Government Governance and ChileAtiende
Summary: The new Digital Government governance framework is expected to consolidate a
strategic, whole-of-government, long-term and shared vision of Chile’s digital government policy.
ChileAtiende provides a multichannel and multiservice network for the delivery of public services
(one-stop-shop).
Read More: http://www.oecd.org/gov/chile-digov-governance.pdf and
http://www.oecd.org/gov/chile-chileatiende.pdf
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Good Practices
Colombia
Good Practice: Development of E-Government Institutional Framework
Summary: The e- Government Framework has been key in the establishment of common guidelines
related to the use ICT across all sectors and levels of government, becoming a driver and accelerator of
public sector innovation.
Read More: http://www.oecd.org/gov/colombia-instituional-framework.pdf
Japan
Good Practices: Official Information System Total Management Database and Government Chief
Information Officer
Summary: Database of basic information for the management of government information systems.
Creation of GCIO in 2013 to strengthen leadership and co-ordination of ICT policy and e-Government
initiatives.
Read More: http://www.oecd.org/gov/japan-management-database.pdf and
http://www.oecd.org/gov/japan-gcio.pdf
Mexico
Good Practices: National Digital Strategy; National One-Stop Portal; ICT Policy; Digital Inclusion and
Literacy Pilot Program and Interministerial Commission for the Development of E-Government
Summary: Development of a digital strategy to make government more open, transparent and inclusive.
The national one-stop portal seeks provides Mexicans with easy access tot information, public services
and information. ICT Policy is a strategiplan for ICTs aligned with the National Strategy that is
transversal to all government agencies. Pilot seeking to improve digital literacy amog public school
students. The Interministerial Commission seeks to promote and strengthen the use of information and
communication technologies (ICT), through the proper coordination of the actions established by the
National Digital Strategy
Read More: http://www.oecd.org/gov/mexico-digital-strategy.pdf; http://www.oecd.org/gov/mexico-onestop-portal.pdf; http://www.oecd.org/gov/mexico-ICT-policy.pdf; http://www.oecd.org/gov/mexicodigital-literacy.pdf and www.oecd.org/gov/mexico-interministerial-commission-egov.pdf
Netherlands
Best Practice: Generic Digital Infrastructure
Summary: Number of services and infrastructure that must be used across the public sector.
Read More: http://www.oecd.org/gov/netherlands-generic-infrastructure.pdf
New Zealand
Good Practices: Result 9, Result 10, Partnership Framework and Real Me
Summary: Result 9 is an initiative that includes joining up government services, sharing information
across government and using digital and online tools. Result 10 is a services initiative led by the
Department of Internal Affairs and guided by the Digital Services Council composed of representatives
from 8 central government agencies. The Government CIO established the Partnership Framework
involving key stakeholders across government, to support the goal of a single, coherent ICT ecosystem
supporting radically transformed public services. RealMe lets customers easily and securely prove their
identity, address and other information about themselves online and access other online services with a
single username and password.
Read More: http://www.oecd.org/gov/new-zealand-result-9.pdf; http://www.oecd.org/gov/new-zealandresult-10.pdf; http://www.oecd.org/gov/new-zealand-real-me.pdf and http://www.oecd.org/gov/newzealand-partnership-framework.pdf
Spain
Good Practice: Technology Transfer Center
Summary: The CTT was developed to boost the provision of e-government services trying to reduce
the efforts (both economical and of resources) needed to provide these services.
Read More: http://www.oecd.org/gov/spain-technology-transfer.pdf
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Further Reading
OECD (2015), OECD Public Governance Reviews: Estonia and Finland: Fostering Strategic
Capacity across Governments and Digital Services across Borders, OECD Public Governance
Reviews, OECD Publishing, Paris. DOI: http://dx.doi.org/10.1787/9789264229334-en
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Self-Assessment of Stages of Development in Digital Government
Principle 6: Coherent use of digital technologies across policy areas and levels of
government
This overview provides a basis to identify key characteristics of countries that have achieved
early, intermediate and advanced stages of development for this principle, and the practices
and policies that should be considered to progress in its implementation.
CHARACTERISTICS OF EARLY STAGE DEVELOPMENT



Lacks a strategy determining a common vision and objectives for the use of digital
technologies in the public sector
Lacks an ICT co-ordinating unit or function at the central government

Policies and practices to be implemented
Develop a national strategy integrating the views and interests of all relevant
stakeholders, coherently aligned with other sector strategies
Establish an ICT co-ordinating unit or function at the central government
CHARACTERISTICS OF INTERMEDIATE STAGE DEVELOPMENT



Has a an overarching digital government strategy that represents the views and interests
of all relevant stakeholders that applies to all policy areas and that is in alignment with
other strategies
Has an ICT co-ordinating unit or function at the central government

Policies and practices to be implemented
Develop co-ordination mechanisms with the subnational levels of government
Establish a single authority in charge of procurement of ICT technologies across the
public sector
CHARACTERISTICS OF ADVANCED STAGE DEVELOPMENT





Has a an overarching digital government strategy that represents the views and interests
of all relevant stakeholders that applies to all policy areas and that is in alignment with
other strategies
Has an ICT co-ordinating unit or function at the central government
Has co-ordination mechanisms between national and sub-national governments
Has a single authority in charge of procuring ICT technologies

Policies and practices to be implemented
Develop strong coherence and consistency in the use of digital technologies across
all policy areas, ensuring interoperability, agility and procurement based on existing
assets.
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Pillar II: Governance and coordination
Principle 7: Effective organisational and governance frameworks to coordinate the implementation of digital government strategies
Overview
The coherent and rational use of digital technologies by governments is enabled by the governance
frameworks put in place. As organisations become more mature in the use of ICTs they increasingly
need to share processes and data, integrate and work together with other units both inside their own
organisation and across government, increasing the pressure for good co-ordination. Most OECD
governments have identified a co-ordinating unit for ICT deployment at the central government,
which is key to effectively use ICT to improve efficiency and productivity in back-office operations
and public services.
Appropriate frameworks should clearly identify a unit, body or function responsible for co-ordinating
deployment of ICTs in the public sector with the key mandate to steer change, ensure coherence of
main relevant strategies, develop common policies and standards, drive the adoption of national
interoperability frameworks for data exchange and interoperability between independently operated
applications and the responsible agencies, and facilitate synergies and sharing of lessons across policy
domains.
From a governance perspective, specific risks arising from inappropriate co-ordination in the use of
ICTs include: inadequate information flow and collaboration within and across levels of government
as well as with non-institutional actors; public sector fragmentation; uneven preparedness to use ICTs
across levels of government and institutional capacities. Governments should periodically review
their governance architectures and redesign them if necessary to break down silos, and adopt
structures that are more flexible and oriented towards integrated policy making to enable the pooling
of resources and services, re-engineering of processes, adoption of common standards that support
high integration, interoperability of systems and service-oriented architectures.
Indicator Data
Existing ICT coordination units at the
central government

ICT Governance Structures in the OECD

No: 3.7%

New
Zealand

Chile

100.00% 88.24%
90.00%
80.00%
70.00%
60.00%
50.00%
35.29%35.29%
40.00%
30.00%
18.18%17.65%
17.65%
20.00%
10.00%
0.00%

Chief Digital Officer

Chief Innovation
Officer

Chief Data Officer

Chief technology
Officer

Source: Survey on Digital Government Performance,

Chief Information
Security Officer

Chief Information
Officer

Yes:
96.3

Source: Survey on Open Government Data 204 and
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Key Issues and Trends
New trends in governance and organisational frameworks start to emerge as governments face new challenges and
requirements to complete the digital transformation. Three different approaches can be observed across the OECD
countries that are not necessarily mutually exclusive and appear frequently combined to some extent.
The “Transformation Office Model” which creates a new organisation with the mandate to oversee and co-ordinate the
use of technology to transform the administration’s functioning and the delivery of services. It is staffed with
specialised expertise in digital technologies, tools and approaches. It usually has a large emphasis on bringing in
people from the tech sector to compensate for the general lack of highly technical skills within most civil services. This
approach can see “quick wins” on service quality improvement, but may have difficulties with longer-term structural
and cultural change across government given their outsider status and culture.
The “Central coordination Model” that seeks to create strong government-wide leadership with enforceable levers to
set policy and control approval of funding for large ICT investments (e.g. set co-ordination unit with clear mandate,
CIO). This may also include the creation of shared services organizations and centralized procurement processes for
ICT. This approach has the advantage of creating common standards across government and potentially leveraging
economies of scale, however its focus on big-ticket items can make it slower to react and limit agility in initiating pilot
projects to explore new technologies or approaches given the emphasis on acting at a government-wide scale.
The “Decentralised co-ordination Model” approach provides greater flexibility for individual ministries to pursue
projects and test different approaches in using ICT for modernisation. Often there is still a central coordination body
and a national strategy to guide digital government activities, however there are fewer mandated requirements on
departments and no unifying senior official with ultimate responsibility for the digital agenda. This approach allows
greater ability for experimentation and customisation by departments as well as more opportunities to engage with
other levels of government (e.g. regional, local), however it could lead to uneven implementation and challenges in
ensuring the lessons learned are effectively transmitted and operationalized across all government organizations.
Moreover, some OECD countries are establishing
a Chief
Data Officer at the central government level as they
Good
Practices
recognise the value of data as a strategic asset to spur public sector modernisation and innovation. The CDO is usually
Canada
charged with helping agencies to improve organisational arrangements in order to better manage data as an asset.
Best
practices:
Website
Renewal
Initiative
and My VAC
Bookupon how an institution creates, stores, manages,
Ultimately,
the CDO
is expected
to make
a measurable
difference
Summary:
The
Website
Renewal
Initiative
improved
user
and and
securely
access evidence-based
to information
uses and shares data – with a number of users inside and outsideexperience
of government
to strengthen
and public services. My VAC Book is a print-on-demand booklet that provides personalized information
policy-making.

about VAC services and benefits.
Read More: http://www.oecd.org/gov/canada-website-renewal.pdf and http://www.oecd.org/gov/canadaVAC-book.pdf
Chile
Good Practice: Strengthening Digital Government Governance
Summary: The new Digital Government governance framework is expected to consolidate a strategic,
whole-of-government, long-term and shared vision of Chile’s digital government policy.
Read More: http://www.oecd.org/gov/chile-digov-governance.pdf
Colombia
Good Practice: Development of E-Government Institutional Framework
Summary: The e- Government Framework has supported the establishment of common guidelines on the
use ICT across all levels of government, becoming a driver of public sector innovation.
Read More: http://www.oecd.org/gov/colombia-instituional-framework.pdf
Japan
Best Practice: Innovative Working Environment
Summary: Innovative office space arrangements in government ministries.
Read More: http://www.oecd.org/gov/japan-working-environment.pdf
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Good Practices
Japan
Best Practice: Innovative Working Environment
Summary: Innovative office space arrangements in government ministries.
Read More: http://www.oecd.org/gov/japan-working-environment.pdf
Mexico
Good Practices: National Digital Strategy; National One-Stop Portal and Interministerial Commission for the
Development of E-Government
Summary: Development of a digital strategy to make government more open, transparent and inclusive. The
national one-stop portal seeks provides Mexicans with easy access tot information, public services and
information. ICT Policy is a strategiplan for ICTs aligned with the National Strategy that is transversal to all
government agencies. Pilot seeking to improve digital literacy amog public school students. The Interministerial
Commission seeks to promote and strengthen the use of information and communication technologies (ICT),
through the proper coordination of the actions established by the National Digital Strategy
Read More: http://www.oecd.org/gov/mexico-digital-strategy.pdf; http://www.oecd.org/gov/mexico-one-stopportal.pdf and www.oecd.org/gov/mexico-interministerial-commission-egov.pdf
New Zealand
Good Practices: Result 9, Result 10, Partnership Framework and Major Project Monitoring
Summary: The Result 9 initiative includes joining up government services, sharing information across
government and using digital and online tools. Result 10 is guided by the Digital Services Council composed of
representatives of 8 from 8 central government agencies. The Government CIO established the Partnership
Framework involving key stakeholders across government, to support the goal of a single, coherent ICT
ecosystem supporting radically transformed public services. A Cabinet Circular guidance on major project
monitoring established how to identify significant projects and how they are to be monitored.
Read More on: http://www.oecd.org/gov/new-zealand-result-9.pdf; http://www.oecd.org/gov/new-zealandresult-10.pdf;
http://www.oecd.org/gov/new-zealand-partnership-framework.pdf
and
http://www.oecd.org/gov/new-zealand-business-case.pdf
Portugal
Good Practice: Global Strategic Plan for Rationalization of ICT Costs in Public Administration (PGETIC) Assessment of ICT projects and expenditure
Summary: Government deliberated through the Council of Ministers Resolution n.46/2011 the setting up of the
“Project Group for Information and Communication Technologies” (PGICT) to create a global rationalization
and cost reduction Plan in Public Administration (PA) regarding the management and use of ICT. Some of the
measures proposed included ICT Governance.
Read More: http://www.oecd.org/gov/portugal-ICT-rationalization.pdf

Further Reading
OECD (2015), OECD Public Governance Reviews: Estonia and Finland: Fostering Strategic Capacity across
Governments and Digital Services across Borders, OECD Public Governance Reviews, OECD Publishing, Paris.
DOI: http://dx.doi.org/10.1787/9789264229334-en
OECD (2015), Open Government Data Review of Poland: Unlocking the Value of Government Data, OECD Digital
Government Studies, OECD Publishing, Paris. DOI: http://dx.doi.org/10.1787/9789264241787-en
OECD (2010), Denmark: Efficient e-Government for Smarter Public Service Delivery, OECD Publishing, Paris.
DOI: http://dx.doi.org/10.1787/9789264087118-enhttp://dx.doi.org/10.1787/9789264087118-en

OECD Blog Post on Digital Government Structure (Forthcoming)
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Self-Assessment of Stages of Development in Digital Government
Principle 7: Effective organisational and governance frameworks to co-ordinate the
implementation of digital government strategies

This overview provides a basis to identify key characteristics of countries that have achieved
early, intermediate and advanced stages of development for this principle, and the practices
and policies that should be considered to progress in its implementation.
CHARACTERISTICS OF EARLY STAGE DEVELOPMENT
Dispersed or confusing ICT governance frameworks, limiting efficiency gains and
facilitating duplication of investments
Lack of a coordinating unit for public sector ICT at central government (CIO or
equivalent) supporting the use of new technologies to improve efficiency and
effectiveness that is able to set guidelines and standards that ensure
interoperability




Policies and practices to be implemented
Identification of clear roles and responsibilities in ICT Governance
Creation of a CIO for central government level (or position/role with equivalent
responsibilities) in charge of coordinating government-wide ICT policy

CHARACTERISTICS OF INTERMEDIATE STAGE DEVELOPMENT



Defined governance structure with clear roles and responsibilities
Has CIO co-ordinating ICT Policy at the central level of government

Policies and practices to be implemented
Creation of institutional coordination mechanisms within and across levels of
government
Creation of a function or unit in charge of government data management to support
the digital transformation actions coherently

CHARACTERISTICS OF ADVANCED STAGE DEVELOPMENT




Defined governance structure with clear roles and responsibilities
Effective coordination mechanisms within and across government levels promoting
higher integration and interoperability
Unit with the mandate of managing government data
Draft Digital Government Toolkit © OECD 2015

40

Policies and practices to be implemented

Creation of a body or unit with the mandate to engage with the public and provide
new digital solutions integrating citizens in public policies and services design and
implementation.
Creation of a body or unit with the mandate of improving data governance, sharing
and use as a strategic asset for the public sector and society as whole and improving
the public sector’s ability to use data analytics (e.g. predictive analytics) for evidence
based decision-making
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Pillar II: Governance and co-ordination
Principle 8: Strengthen international co-operation with other
governments
Overview
Digital government strategies would benefit from strengthened international co-operation between
governments to better serve citizens and businesses across borders, and maximise the benefits that can
emerge from peer-learning, early knowledge sharing and co-ordination of implementation digital
strategies internationally. International co-operation and co-ordination becomes more important as
businesses, civil society organisations and other partners increasingly work across borders.
Furthermore, ICT Talent and areas of expertise are unevenly distributed across borders. Strengthened
international co-operation provides the opportunity to bridge the gaps between more and less
advanced ICT societies by sharing skills, knowledge and experiences in ICT use by governments.
Reinforced co-operation also supports the exploration of common solutions and building on shared
challenges. It also enables countries to develop well designed cross-border services for citizens and
businesses supporting increased integration, information and data sharing.
Indicator Data

Future indicators will be identified or developed

Possible data/indicators: member of, participates in or adheres to OGP, APEC e-Government Forum, D5,
North America Day, OECD Recommendation, OECD Working Party, Digital Agenda (EU), ICA,
RedGealc. Having and international affairs officer attached to the CIO’s office. Other similar networks in
Africa, MENA, International Open Data Charter, G20 ACOD Principles.

Key Issues and Trends
Digital technologies face governments with important challenges. There is a need for flexible and rapidly
adapting approaches in ICT governance and management while managing risks. There is also the need for
new skills in the public sector, updating legal and regulatory frameworks and an increasing social demand
for more openness, transparency and accountability in government activities. All of these factors are
pushing governments to find new ways to deliver public value, often resorting to experimentation. This
context makes international co-operation mechanisms a particularly interesting tool for enhancing peerlearning and knowledge sharing among countries.
Once knowledge sharing and the political commitment have become sufficiently mature, the progressive
development of international legal instruments provides a framework and becomes a driver of change
supporting the digital transformation of adhering countries. By setting common standards, these
instruments serve as a basis for inter-governmental co-operation on different areas and allows for greater
interoperability and comparability of data and information, which can strengthen achievement of policy
goals (e.g. fight against corruption) or delivery of services across borders.
Ultimately, these bilateral or multilateral instruments favour stronger integration. In a context of strong
cross-border flows, this may lead to the development of valuable and cross-border services and strong
technical co-operation.
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Good Practices
Canada
Good Practice: International Open Data Conference (IODC)
Summary: The Government of Canada partnered with the International Development Research
Centre (IDRC) and the World Bank to host the International Open Data Conference in Ottawa, May
28-29, 2015. Key outcomes of the conference included:  The launch of the International Open Data
Charter An Open Data Leaders’ Summit, where policy leaders from governments around the world
met to share Good Practices and build networks of expertise  An Open Data Roadmap, summarizing
work done at the IODC and acting as an open data call to action  The launch of the Open Data for
Development (OD4D) Fund
Read More: http://www.oecd.org/gov/canada-international-OD-conference.pdf
Chile
Good Practice: Strengthening Digital Government Governance
Summary: The new Digital Government governance framework is expected to consolidate a
strategic, whole-of-government, long-term and shared vision of Chile’s digital government policy.
Read More: http://www.oecd.org/gov/chile-digov-governance.pdf
Mexico
Good Practices: National Digital Strategy; National One-Stop Portal; Digital Inclusion and Literacy
Pilot Program
Summary: Development of a digital strategy to make government more open, transparent and
inclusive. The national one-stop portal seeks provides Mexicans with easy access tot information,
public services and information. Pilot seeking to improve digital literacy amog public school students
Read More: http://www.oecd.org/gov/mexico-digital-strategy.pdf; http://www.oecd.org/gov/mexicoone-stop-portal.pdf and http://www.oecd.org/gov/mexico-digital-literacy.pdf

Further Reading
OECD (2015), OECD Public Governance Reviews: Estonia and Finland: Fostering Strategic Capacity
across Governments and Digital Services across Borders, OECD Public Governance Reviews, OECD
Publishing, Paris. DOI: http://dx.doi.org/10.1787/9789264229334-en
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Self-Assessment of Stages of Development in Digital Government
Principle 8: Strengthen international co-operation with other governments
This overview provides a basis to identify key characteristics of countries that have achieved
early, intermediate and advanced stages of development for this principle, and the practices
and policies that should be considered to progress in its implementation.
CHARACTERISTICS OF EARLY STAGE DEVELOPMENT



Does not participate in any bilateral or multilateral co-operation mechanism dedicated to
digital government
Has not adhered to any international legal instrument supporting the development of
digital government

Policies and practices to be implemented
Integrate or develop international co-operation mechanisms dedicated to digital
government
Study and adhere international legal instruments supporting the development of digital
government
CHARACTERISTICS OF INTERMEDIATE STAGE DEVELOPMENT



Participates in one or more bilateral or multilateral co-operation mechanism dedicated to
digital government
Has adhered to one or more international legal instrument supporting the development of
digital government

Policies and practices to be implemented
Actively work in the development and implementation of common principles and
standards for digital government
Actively participates in peer-learning and knowledge sharing meetings and activities
CHARACTERISTICS OF ADVANCED STAGE DEVELOPMENT





Participates in one or more bilateral or multilateral co-operation mechanism dedicated to
digital government
Has adhered to two or more international legal instruments supporting the development
of digital government
Pro-actively participates in the development and implementation of internationally agreed
principles and standards
Has process in place for staff exchanges or secondments with other governments to build
skills and share experiences

Policies and practices to be implemented
Develop international data and knowledge sharing infrastructure and standards
Develop cross-border services for citizens and businesses
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Pillar III: Strengthen government capabilities to ensure returns on IT
investments
The planning and implementation of ICT projects is becoming increasingly complex in terms of
budget magnitude, actors involved, and the choice of new technologies and delivery arrangements.
They are also likely to impact many areas and functions of government, as well as government reform
initiatives, and picking the right IT investment is important for better constituents’ engagement and
satisfaction. The sequencing and management of complex ICT projects and operations require
interdisciplinary skills, and implementation of ICT projects is increasingly dependent on new business
models and forms of collaboration within and between government organisations and with parties
outside governments. This increases the difficulty of managing and monitoring implementation, as it
is more and more complicated to define roles and responsibilities upfront, and to monitor
performance.
Business Case methodologies can be utilised as mechanisms to link specific ICT investments with
overarching strategic objectives, to obtain political support and monitor implementation.
Additionally, without a sound measurement approach to sustain a systematic evaluation of costs,
benefits, risks and outcomes of projects, it is increasingly hard for policy makers to obtain support for
making the investments required to achieve the objectives set by the overall digital government
vision. Appropriate business cases and evaluation and measurement frameworks are essential to
assess the merits of individual initiatives to meet the targeted objectives, and to monitor and improve
implementation.
A government-wide understanding of ICT needs and assets is also needed to help governments make
informed decisions on ICT spending, whether by insourcing or outsourcing ICT solutions for an array
of support and core activities, or exploring options to maximise the value of ICT investments, reduce
computing costs, and enable the creation of personalised content and services.
The effects of technological change - such as the introduction of apps, cloud computing, open
government data, open source software and social media - are changing the nature of ICT projects
which are less monolithic and more integrated than before. The use of new digital solutions by
governments requires new procurement models for more agile software delivery and to foster the
establishment of the necessary innovative context.
ICT projects impact civil servants’ needs in three areas: new skill requirements, changes to existing
roles, and transformation of organisational culture. Inadequate skills and frail project management
capacities may lead to inadequate focus on implementation, missing opportunities to integrate systems
and operations of individual agencies and risk of waste of resources.
The success of digital government initiatives and processes are highly dependent on government’s
role in ensuring a proper legal environment for their operation. Building an enabling legal and
regulatory framework faces several challenges, including cross-jurisdictional legal issues with sharing
of information, free software (e.g. alternative licensing agreements), cloud storage, etc.
The impact of digital government initiatives depends on the diffusion and affordability of access to
the ICT infrastructure, which in turn is subject to the regulatory framework governing
telecommunication and other ICT-related issues (e.g. data interoperability, the right of citizens to
obtain government data in open formats and control access to personal information).
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Pillar III: Capacities to support implementation
Principle 9: Development of clear business cases
Overview
Justifying public investments and proving the impact of ICT initiatives requires governments to
prepare clear business cases for all ICT projects above a certain budget threshold. Strong business
case include clear responsibilities and roles for all relevant actors, and clear consequences for failure
to meet agreed milestones, including conditional release of funding, financing mechanisms that
commit projects to achieving benefits, and peer/gateway review procedures.
The consequences of not meeting objectives set by the business cases can mean a failure to achieve
return on investments and a resulting loss of public trust. The primary benefits of strong business
cases include: a consistent framework for comparing investment decisions, a better understanding of
the drivers of project efficiency or factors to enhance return on investments, a better view of costs,
benefits and beneficiaries, and a contribution to evaluating efficiency and effectiveness of digital
government initiatives.
Indicator Data
Is there a central follow-up mechanism for the
realisation of direct financial benefits of ICT
projects?

Countries with standardised models for
structuring business cases of an ICT project

Yes: 52%
Yes: 29.1%

Czech Republic

France

No: 73.1%

No: 48%

Uses ICT project budget thresholds to structure its governance processes
0.00%

5.00%

10.00% 15.00% 20.00% 25.00% 30.00%

Threshold below USD$ 1 million

15.00%

For projects above USD$ 1 million

15.00%

For projects above USD$ 10 million

10.00%

For projects above USD$ 20 million

15.00%

Yes. Threshold varies

25.00%

No

20.00%

Source: OECD Survey on Digital Government Performance, 2014
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Key Issues and Trends
Business cases should focus on value creation, indicating clearly where the value is, how financial resources are
being spent, follow up mechanisms on use of services, and consistent evaluation and monitoring of the costs and
benefits of ICT projects into overall digital government planning and investments.
To successfully complete business cases for ICT projects digital governments can apply various methodsThese
methods include: transaction cost methodology, net present value approach, cost-benefit analysis, costeffectiveness analysis, portfolio analysis and value assessment.
The development of business cases needs to balance two sometimes contradictory objectives: controlling risks
while adapting to rapidly changing new technologies. While standardised business cases should provide clear
guidelines on project design, they should be sufficiently flexible to take into account the changing reality of new
technologies and ICT project management.
Business case creation should be viewed as part of a management process. Therefore governments should adopt
mechanisms to involve all stakeholders from the different levels of governments that will be involved in or
affected by the project, as well as any contractual actors. The risk of not involving key stakeholders is that key
perspectives and needs are not taken into account thus leading to failures in implementation, scarce results, and
missed benefits. The nature and quality of business case management will be impacted by the tools and techniques
that are used, the skills and competencies employed, and the norms and values that are brought to the process.
Finally, we increasingly recognize the need for specialised skills to develop digital government project business
cases.

Good Practices
Canada
Best practices: Website Renewal Initiative and My VAC Book
Summary: The Website Renewal Initiative improved user experience and securely access to information and
public services. My VAC Book is a print-on-demand booklet that provides personalized information about VAC
services and benefits.
Read More: http://www.oecd.org/gov/canada-website-renewal.pdf and http://www.oecd.org/gov/canada-VACbook.pdf
Chile
Good Practice: ChileAtiende
Summary: ChileAtiende provides a multichannel and multiservice network for the delivery of public services
(one-stop-shop).
Read More: http://www.oecd.org/gov/chile-chileatiende.pdf
Japan
Good Practice: Investment Plans for Government Information Systems
Summary: It is a tool for strategic management of government information systems, while securing transparency
in IT investment for system integration, cloud computing and improvement in functions.
Read More: http://www.oecd.org/gov/japan-investment-plans.pdf
Mexico
Good Practices: National Digital Strategy; National One-Stop Portal; ICT Policy
Summary: Development of a digital strategy to make government more open, transparent and inclusive. The
national one-stop portal seeks provides Mexicans with easy access tot information, public services and
information. ICT Policy is a strategiplan for ICTs aligned with the National Strategy that is transversal to all
government agencies.
Read More: http://www.oecd.org/gov/mexico-digital-strategy.pdf; http://www.oecd.org/gov/mexico-one-stopportal.pdf and http://www.oecd.org/gov/mexico-ICT-policy.pdf
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Good Practices
New Zealand
Good Practice: Better Business Case / Major Project Monitoring
Summary: Better Business Cases (BBC) is a systematic way to prepare business cases for programmes or projects
that will provide information required to invest with confidence. Through Cabinet Circular guidance on major
project monitoring was established determining how to identify significant projects and how they are to be
monitored.
Read More: http://www.oecd.org/gov/new-zealand-business-case.pdf
Portugal
Good Practice: Global Strategic Plan for Rationalization of ICT Costs in Public Administration (PGETIC) Assessment of ICT projects and expenditure
Summary: Put in place a measure looking to assure that the ICT projects and investment are compliant with the
guidelines and norms defined by the PGETIC and the Ministry action plans and that they incorporate the public
sector Good Practices.
Read More: http://www.oecd.org/gov/portugal-ICT-rationalization.pdf
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Self-Assessment of Stages of Development in Digital Government
Principle 9: Development of clear business cases
This overview provides a basis to identify key characteristics of countries that have achieved
early, intermediate and advanced stages of development for this principle, and the practices
and policies that should be considered to progress in its implementation.
CHARACTERISTICS OF EARLY STAGE DEVELOPMENT



Has no mandatory use of business cases for ICT projects at the central government
Has no authority responsible for the elaboration of digital government projects’ business
cases

Policies and practices to be implemented
Develop mandatory business cases for ICT projects over a specific threshold
Establish a unit in responsible for the oversight and co-ordination of business cases for
ICT projects
CHARACTERISTICS OF INTERMEDIATE STAGE DEVELOPMENT



Has mandatory business cases at the central government for all ICT projects over a certain
budget threshold
Has inconsistent use of business cases for smaller or departmentally/regionally specific
projects

Policies and practices to be implemented
Establish a unit responsible for the oversight of ICT projects, ensuring co-ordination
and coherence in the development and use of business cases at the central
government and with line departments
Develop co-ordination and co-operation in ICT project management across levels of
government to share lessons learned
CHARACTERISTICS OF ADVANCED STAGE DEVELOPMENT



Has clear, flexible and mandatory business models for ICT projects at the national and
subnational levels of government, including for cross jurisdictional projects
Has a unit or body in charge of overseeing, preparing and updating standardised models
and reviewing ICT project business models as required.

Policies and practices to be implemented
Engage with relevant stakeholders (from the public and private sectors, as well as
from the service users’ community) involved in, or affected by, ICT project
management in the design and development of the business case.
Ensure the application of coherent standards and implementation with strong
evaluation and monitoring mechanisms
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Pillar III: Capacities to support implementation
Principle 10: Reinforced ICT project management capacities
Overview
Governments have acknowledged the need to establish centralised review mechanisms for all projects
above a certain budget threshold, and adopt models for project management that minimise risks of
inefficiency, duplication, and/or failure. Models to identify who is accountable for managing parts of
the process and taking decisions concerning implementation, who should provide input or resources to
the activity and who should be kept informed on results of activities need to be adopted as they can
help in monitoring implementation, spotting problems and taking corrective measures.
Monitoring and evaluation of ICT projects across government requires committed and engaged actors
with clear responsibilities and mandates. They should work in association with other monitoring and
performance agencies responsible for individual projects and sector or organisation performance.
To successfully implement the increasing number of ICT projects, governments should regularly
evaluate the impact ICT projects have on staff, assess skill gaps and ensure development of new ways
to enhance organisational learning to match fast pace of change. The public sector workforce needs to
be able to count on flexible and up-to-date skills and competencies for those working on ICT projects.

Has a dedicated strategy to attract, develop and
retain ICT-skilled civil servants

Indicator Data

Existence of a standardised model for ICT
project management

No: 40.7%
No:

Hungary

Luxembourg

Japan

Colombia

Luxembourg

Yes: 55.6%

Yes: 59.3%

Source: OECD Survey on Digital Government Performance, 2014
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Key Issues and Trends
Governments increasingly recognise the complexities of ICT project management. They are responsible for
ensuring the adoption and uniform application of standards, guidelines, codes for process reengineering,
procurement, compliance with interoperability frameworks, and adoption of performance evaluation tools for
regular reporting. These standards, however, need to be flexible enough to adapt to the rapidly changing nature
of digital technologies. To face the challenges associated with these responsibilities governments must increase
the amount of evidence and data captured in the course of project implementation and make greater use of
existing data to monitor projects performance.
Additionally, given the proliferation of ICT projects outside the scope of most national digital government
strategies, governments need to adopt mechanisms to ensure that the Centre of Government has a comprehensive
picture of on-going initiatives and updated feedback on implementation to avoid duplication of existing systems
and datasets, and to minimise project management risks.
Moreover, the effective use of ICTs requires new sets of skills, including the advanced use of new technologies
in carrying out internal tasks, delivering services and engaging with outside actors; ICT project management; use
of data for policy modelling, evaluation, data analytics and data mining to support policy, service delivery and
impact evaluation. Thus the pre-digital model of the civil servant must evolve to include more flexible
approaches and life-long learning.
To ensure the availability of adequate skills, governments can leverage the strengths of partners in the private
and non-governmental sectors as necessary. Trends show that arrangements to develop an adequate public sector
workforce include recruiting and involving young professionals, creating “centres of excellence”, providing
professional and vocational training, establishing exchange programmes between the public sector and
technology leaders in the private or civil society sectors, including technology start-ups. Strategies for ICT skills
should be developed in line with other policies dealing with public sector work force mobility and renewal to
ensure the attraction and retention of top talent.

Good Practices
Canada
Good Practices: IT-enabled Project Review and Oversight; My VAC Account
Summary: Enabling tools, guidance and best practices are being applied to a large extent in the management,
governance and oversight of high-risk, complex IT-enabled projects. My VAC Account is a secure authenticated
web portal which enables Veterans to conduct business with Veterans Affairs Canada (VAC) online.
Read More: http://www.oecd.org/gov/canada-IT-oversight.pdf and http://www.oecd.org/gov/canada-VACaccount.pdf
Chile
Good Practice: Strengthening Digital Government Governance
Summary: The new Digital Government governance framework is expected to consolidate a strategic, whole-ofgovernment, long-term and shared vision of Chile’s digital government policy.
Read More: http://www.oecd.org/gov/chile-digov-governance.pdf
Japan
Good Practices: Roadmap for Renovating Government Information Systems -RRGIS-; IT Governance and
Management Guideline for Central Government Information Systems; The Government Shared Platform on
Cloud Computing Technology
Summary: Roadmap to update, consolidate, and migrate government information systems to the cloud-based
computing, to save costs, improve efficiency and strengthen security. Guideline that applies in principle to all
information systems of the central government. Utilizing cloud computing technology for consolidating
government information systems
Read More: http://www.oecd.org/gov/japan-roadmap-IS.pdf; http://www.oecd.org/gov/japan-IT-guideline.pdf
and http://www.oecd.org/gov/japan-shared-cloud.pdf
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Good Practices
Mexico
Good Practices: National Digital Strategy; National One-Stop Portal; ICT Policy and Digital inclusion and
Literacy Pilot Program
Summary: Development of a digital strategy to make government more open, transparent and inclusive. The
national one-stop portal seeks provides Mexicans with easy access tot information, public services and
information. ICT Policy is a strategiplan for ICTs aligned with the National Strategy that is transversal to all
government agencies. Pilot seeking to improve digital literacy amog public school students.
Read More: http://www.oecd.org/gov/mexico-digital-strategy.pdf; http://www.oecd.org/gov/mexico-one-stopportal.pdf; http://www.oecd.org/gov/mexico-ICT-policy.pdf and http://www.oecd.org/gov/mexico-digitalliteracy.pdf
New Zealand
Good Practice: Better Business Case / Major Project Monitoring
Summary: Better Business Cases (BBC) is a systematic way to prepare business cases for programmes or
projects that will provide information required to invest with confidence. Through Cabinet Circular guidance on
major project monitoring was established determining how to identify significant projects and how they are to be
monitored.
Read More: http://www.oecd.org/gov/new-zealand-business-case.pdf
Switzerland
Good Practice: Development of E-Government Strategy
Summary: Open, transparent and inclusive approach to the development of the E-Government Strategy,
including goals, projects and services.
Read More: http://www.oecd.org/gov/switzerland-egovernment-strategy.pdf

Further Reading
OECD (2015), Lithuania: Fostering Open and Inclusive Policy Making, OECD Public Governance Reviews,
OECD Publishing, Paris. DOI: http://dx.doi.org/10.1787/9789264235762-en
OECD (2013), Reaping the Benefits of ICTs in Spain: Strategic Study on Communication Infrastructure and
Paperless Administration, OECD Publishing, Paris. DOI: http://dx.doi.org/10.1787/9789264173224-en
OECD (2010), Denmark: Efficient e-Government for Smarter Public Service Delivery, OECD Publishing, Paris.
DOI: http://dx.doi.org/10.1787/9789264087118-enhttp://dx.doi.org/10.1787/9789264087118-en
OECD Public Governance Review: Slovakia (forthcoming)
OECD Public Governance Review: Northern Ireland (forthcoming)
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Self-Assessment of Stages of Development in Digital Government
Principle 10: Reinforced ICT project management capacities
This overview provides a basis to identify key characteristics of countries that have achieved
early, intermediate and advanced stages of development for this principle, and the practices
and policies that should be considered to progress in its implementation.
CHARACTERISTICS OF EARLY STAGE DEVELOPMENT




Does not have standardised project management models or requirements
Does not have mechanisms to ensure visibility of digital government initiatives at the
central government, including evaluation and measurement frameworks for ICT project
performance
Has low ICT-skills and ICT-training in the public sector

Policies and practices to be implemented
Develop standardised ICT project management models and requirements.
Establish oversight mechanisms for digital government initiatives at the central
government level.
Identify skills gaps in government and develop a strategy to attract and progressively
develop the ICT-skills in the public sector
CHARACTERISTICS OF INTERMEDIATE STAGE DEVELOPMENT




Has standardised ICT project management models
Has mechanisms in place that ensure visibility of implementation status of digital
government initiatives at the central level of government
Has identified key ICT management skills missing in the public sector and has developed
training programs and a strategy to attract ICT-skilled professionals to the public sector

Policies and practices to be implemented
Develop flexible ICT project management models that enable agile delivery models
for ICT projects
Engage with key stakeholders in other levels of government and outside of the public
sector to develop comprehensive mechanisms to ensure that all digital government
initiatives – and implementation information - are visible to the Centre of
Government.
Develop an effective monitoring mechanism for identifying missing digital literacy
and ICT project management skills in the public sector and develop a strategy to
develop these skills.
CHARACTERISTICS OF ADVANCED STAGE DEVELOPMENT
Has standardised ICT project management models that support agile delivery methods
Has strong mechanisms ensuring the visibility of all digital government initiatives across
government levels clearly determining existing assets in the public sector and facilitating
and
resource
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2015 allocation
 Has a strong monitoring mechanism for53skill needs in the public sector and a dedicated
strategy to develop new required skills and to attract highly qualified technical and
managerial professionals to the public sector



Policies and practices to be implemented
Develop historical data on ICT project performance for the public sector as a baseline
for analysis of ongoing and upcoming projects (e.g. performance dashboards).
Ensure strong co-ordination among all digital government initiatives across levels of
government based on existing assets and projects, thus maximising return on
investment for ICT projects.
Attract, develop and retain ICT-skilled civil servants using, among other, more
flexible approaches, life-long learning, political leadership and support for digital
teams through targeted incentives.
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Pillar III: Capacities to support implementation
Principle 11: Procurement of digital technologies
Overview
New technologies require new and more agile ways of procurement and deployment, new forms of
PPPs and service contracts with the private sector. Governments need to opt for ways of procuring
ICT services and products that increase efficiency, support innovation and sharing, and best helps
achieving the overarching objectives stated in the vision of the national digital government strategy.
Capability is needed to identify common needs across the public sector, changes in procurement and
contracting rules and to set clear frameworks and responsibilities. Additionally, governments should
update procurement and contracting rules to make them compatible with modern ways of deploying
technology such as cloud computing, new forms of PPPs, open source software and service contracts
with the private sector. Failure to address these issues accurately exposes governments to efficiency
shortcomings, untapped opportunities for public sector innovation and financial risks through project
failure.

Has a strategy covering
procurement specifically

No:
36%

Indicator Data

ICT

Has a central repository of existing ICT
contracts in government

No: 50%
Yes: 64%

Germany

Yes: 50%

Source: OECD Survey on Digital Government Performance, 2014

Draft Digital Government Toolkit © OECD 2015

55

Iceland

Key Issues and Trends
In order to select the appropriate mix of ICT solutions, governments should have a good knowledge of their
existing assets, including a skills inventory, ICT inventory and age of existing assets to determine where they are
in their life cycle, a public services catalogue, , current contracts, inter-agency agreements and a list of public
sector registries. These tools can guide future investments and help prioritising strategic decisions on resource
allocations such as choices on consolidation, reengineering of processes and technologies in the back-end,
establishment of one-stop-shops to deliver services, selection on how to procure and contract ICT services and
products, skills development or reallocation to support new procedures, processes and service delivery modes.
To improve the procurement of digital technologies, governments have opted for different solutions such as shared
IT service centres, concentrated responsibility for certain type of data or government process management in one
ministry or agency (e.g. identity, authentication, registration, licensing) and cloud computing – which enables the
distributed sharing of resources, software, data and/or processing capacity to users and computers on demand.
Legal frameworks need to be updated to make them compatible with more efficient ways of delivering digital
technologies such as agile and iterative delivery methods. Moreover, procurement rules need to adapt and find
ways to work with open source software, their terms of use and their licensing and intellectual property models.
OECD countries report having a significant number of large ICT projects (budgets of over US$ 10 million and
implemented over a period of time superior to three years) which increases risk of failure. It is also challenging
considering the life cycle of digital technologies and the rapid obsolescence of certain technologies. The big sized
projects also make it harder for small bidders to be competitive despite the interesting and specialised expertise
some small start-ups or companies may offer. These risks call for sound approaches, possibly breaking down large
projects to smaller, more manageable sizes as appropriate.
Good Practices
Canda
Best practices: Website Renewal Initiative and My VAC Book
Summary: The Website Renewal Initiative improved user experience and securely access to information and public
services. My VAC Book is a print-on-demand booklet that provides personalized information about VAC services and
benefits.
Read More: http://www.oecd.org/gov/canada-website-renewal.pdf and http://www.oecd.org/gov/canada-VACbook.pdf
Chile
Good Practice: ChileAtiende
Summary: ChileAtiende provides a multichannel and multiservice network for the delivery of public services
(one-stop-shop).
Read More: http://www.oecd.org/gov/chile-chileatiende.pdf
Mexico
Good Practices: National Digital Strategy; National One-Stop Portal; ICT Policy and Digital inclusion and Literacy Pilot
Program

Summary: Development of a digital strategy to make government more open, transparent and inclusive. The national
one-stop portal seeks provides Mexicans with easy access tot information, public services and information. ICT Policy
is a strategiplan for ICTs aligned with the National Strategy that is transversal to all government agencies
Read More: http://www.oecd.org/gov/mexico-digital-strategy.pdf; http://www.oecd.org/gov/mexico-one-stop-portal.pdf and
http://www.oecd.org/gov/mexico-ICT-policy.pdf
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Further Reading
OECD (2013), Colombia: Implementing Good Governance, OECD Public Governance Reviews, OECD
Publishing, Paris. DOI: http://dx.doi.org/10.1787/9789264202177-en
OECD (2013), Reaping the Benefits of ICTs in Spain: Strategic Study on Communication Infrastructure and
Paperless Administration, OECD Publishing, Paris. DOI: http://dx.doi.org/10.1787/9789264173224-en
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Self-Assessment of Stages of Development in Digital Government
Principle 11: Procurement of digital technologies
This overview provides a basis to identify key characteristics of countries that have achieved
early, intermediate and advanced stages of development for this principle, and the practices
and policies that should be considered to progress in its implementation.
CHARACTERISTICS OF EARLY STAGE DEVELOPMENT
Lacks a unit or body in charge of government-wide ICT procurement policy
Lacks tools that provide the centre of government with a general overview of all the
existing digital government initiatives and assets at the central government




Policies and practices to be implemented
Establish a unit in charge of ICT procurement policy at the central government
Establish a central repository for all ICT contracts and initiatives across the public sector
Develop a strategy for ICT procurement based on existing assets
CHARACTERISTICS OF INTERMEDIATE STAGE DEVELOPMENT
Has a unit in charge of ICT procurement policy at the central government
Has an existing central repository for ICT contracts and initiatives at the central
government
Has in place an ICT procurement strategy for the central government based on existing
assets





Policies and practices to be implemented
Establish co-operation and collaboration with subnational levels of government to
avoid duplicities and improve value for money of ICT investments
Adapt ICT procurement policy to more agile and iterative delivery methods and
facilitating access to small specialised firms to compete for contracts on their area of
expertise
Expand the central repository to include ICT contracts and initiatives at the
subnational level
Develop a data base of previous supplier performance for ICT projects
Develop a central data base on all existing assets in the public sector including their
age
Develop an ICT procurement strategy applicable across the public sector
CHARACTERISTICS OF ADVANCED STAGE DEVELOPMENT









Has a unit in charge of ICT procurement policy at the central government
Has in place an ICT procurement policy supporting agile and iterative delivery
methods and that promotes competition in ICT procurements by increasing the
chances of small specialised firms to have access to ICT contracts
Has a central repository of existing ICT contracts and digital government initiatives
across the public sector
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supplier performance
Has a central data base on all existing assets in the public sector including their
age
Has formal or informal co-ordination mechanisms with the subnational level for
ICT procurement

Policies and practices to be implemented
Develop an ICT skills inventory for the public sector and inter-agency agreements on
ICT resources
Expand the database for historical supplier performance to include ICT projects at
the subnational level
Develop strong institutional co-ordination mechanisms to ensure coherent and
efficient ICT procurement across the public sector
Strengthen international co-operation to address cross-jurisdictional procurement
issues
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Pillar III: Capacities to support implementation
Principle 12: Legal and regulatory framework
Overview
The digital transformation can be either facilitated or delayed by existing legal and regulatory
frameworks. Laws and regulations provide the basis for the administrations’ relationship with the
users, for the interactions among authorities and to shape service-delivery tools and mechanisms.
Furthermore, these frameworks determine the division of responsibilities across the public sector
modelling the institutional context in which the digital transformation will have to develop, including
resource exchange and information sharing between institutions within and across government levels,
as well as broader relations and collaboration across the public sector. All of these may become
barriers to a successful digital government strategy.
Governments should periodically review their legal and regulatory framework to ensure that it
sustains effective implementation of ICT projects and is adequate to the rapidly changing
environment. This requires simplification of regulatory requirements, ensuring legal equivalence of
paper-based and online processes and signature, streamlining of procedures, facilitating sharing of
data and resources across agencies to sustain integration and the right level of privacy and security
protection. These issues are more effectively addressed on a government-wide basis by national laws,
policies, architectures and legal and regulatory frameworks.

Indicator Data
Formally recognised right for citizens not
having to provide data or information twice

Citizens have the right to require digital
communication with the public sector
No: 40.9%

Sometimes:
Yes: 50%
Yes:

Japan

Iceland

No: 44.5%
Sometimes: 9.1%
Source: OECD Survey on Digital Government Performance, 2014
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Key Issues and Trends

Good Practice

The use of ICTs in the public sector supports the
delivery of services in a more efficient, user-friendly
and integrated way.

Austria
Good Practice: ICT Suitability- review of current legal
projects on effects in terms of ICT
Summary: Development of a guide to support legal
experts drafting laws when examining whether the draft
of the law incorporates ICT relevant regulatory issues
and assists you in an ICT-strategic implementation of
the project. Concrete questions are asked on possible
relevant areas of this draft that should help to identify a
need for action and to amend it according to the
specifications. The need for central interventions during
the legislative process from the e-government
department decreased considerable because more and
more
legislative
drafts
already
take
the
recommendations into account.
Read More: http://www.oecd.org/gov/austria-legalframework.pdf

However, legal or constitutional challenges for moving
towards integration of services may appear due to
different legal responsibilities or organisational and
technical barriers (e.g. fragmentation of service delivery
across the public sector, lack of interoperability and
standardisation, impediment to data sharing) that makes
service integration challenging. Digital technologies
provide governments with the opportunity to rethink
their division of responsibilities and the organisational
structures as well as processes for transfer of resources
and data exchange (inter-institutional fluidity) within
the public sector to accommodate a whole-of-publicsector approach to service development and delivery.
Governments should adopt frameworks that support
both efficiency and accountability.
To enable the shift towards digital and integrated public
services, communications over the internet must be
made reliable and legally binding. Every user is legally
responsible for its online transactions, which raises the
issue of authentication (eIDs) and electronic signatures
to ensure the security of online transactions, and
protection of personal data,
Legal frameworks can also help accelerate the digital
transformation by empowering users, recognising
digital rights such as the right to online communications
with the administration, of not providing the same
information more than once and of accessing useful and
re-usable government data in machine-readable
formats. This sort of framework pressures the
administration to rapidly move towards the digital era.
.

Mexico
Good Practices: National Digital Strategy; National
One-Stop Portal; ICT Policy Legal Framework for the
National Strategy
Summary: Development of a digital strategy to make
government more open, transparent and inclusive. The
national one-stop portal seeks provides Mexicans with
easy access tot information, public services and
information. ICT Policy is a strategiplan for ICTs
aligned with the National Strategy that is transversal to
all government agencies. The Mexican Government is
harmonizing the legal framework in order to foster an
environment of certainty and confidence favourable to
the adoption and promotion of ICT inside and outside
government.
Read More: http://www.oecd.org/gov/mexico-digitalstrategy.pdf;
http://www.oecd.org/gov/mexico-onestop-portal.pdf; http://www.oecd.org/gov/mexico-ICTpolicy.pdf and http://www.oecd.org/gov/mexico-legalframework.pdf

Further Reading
OECD (2015), OECD Public Governance Reviews: Estonia and Finland: Fostering Strategic Capacity across
Governments and Digital Services across Borders, OECD Public Governance Reviews, OECD Publishing, Paris.
DOI: http://dx.doi.org/10.1787/9789264229334-en
OECD (2013), Colombia: Implementing Good Governance, OECD Public Governance Reviews, OECD Publishing,
Paris.
DOI: http://dx.doi.org/10.1787/9789264202177-en
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Self-Assessment of Stages of Development in Digital Government
Principle 12: legal and regulatory frameworks
This overview provides a basis to identify key characteristics of countries that have achieved
early, intermediate and advanced stages of development for this principle, and the practices
and policies that should be considered to progress in its implementation.
CHARACTERISTICS OF EARLY STAGE DEVELOPMENT




Does not recognise the right to online communications with the administration under any
circumstances
Does not recognise the citizens’ right to easily access useful and re-usable government
data
Legal and regulatory frameworks encourages a fragmented and siloed approach to the
use of ICT in the public sector

Policies and practices to be implemented
Recognise the right to online communication with the administration under certain
circumstances, taking into account institutional capacities
Recognise the citizens’ right to access government data in a re-usable format
Develop legal and regulatory frameworks supporting ICT co-ordination across the public
sector
CHARACTERISTICS OF INTERMEDIATE STAGE DEVELOPMENT




Recognises the right to online communications in certain cases
Recognises the citizens’ right to access government data and re-usable government data
Has developed a governance framework favouring coherence in the use of ICT across the
public sector

Policies and practices to be implemented
Expand the right to online communications with the administration to a majority of
cases, as appropriate
Develop governance frameworks that favour service delivery integration across the
public sector
Establish key digital enablers for digital public services, including legally binding
online consent, online authentication and e-signature in relationships with the
administration, adoption of “once only” principle
CHARACTERISTICS OF ADVANCED STAGE DEVELOPMENT




Recognises the right to online communications in all cases
Has key digital enablers in place, such as eID and electronic signatures linked to digital
public services, as well as “once only” principle
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Has legal and regulatory framework that encourages resource
and
data sharing
across
62
public sector for better policy making
and service delivery

Policies and practices to be implemented
Expand digital rights as appropriate, including the right to be consulted on data
release, the right to participate in decision-making processes and the design and
delivery of public services, as appropriate.
Develop mandatory online services as appropriate, avoiding new forms of digital
exclusion
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Glossary
Agile software development: Refers to a group of collaborative software development methods carried out
by cross-functional teams. These methods emphasise early delivery, continuous improvement and rapid
and flexible response to change.
Chief Data Officer: Senior executive in charge of organisation-wide governance and utilisation of data as a
strategic asset, via data creation, data processing, data mining, information trading and other means.
Decides the kind of information the organisation will capture, retain and exploit and for which purposes.
Chief Digital Officer: Leads the government’s digital transformation by creating digital services adapted to
the user’s needs and preferences. While the CIO focuses on back-office operations, the Chief Digital
Officer tends to focus on engagement and user experience.
Chief Information Officer (CIO): Government executive in charge of improving co-operation and coordination within government to enhance organisational practices for the management of information
systems.
Cloud computing: Cloud computing is a model for enabling ubiquitous, convenient on-demand network
access to a shared pool of configurable computing resources (e.g. networks, servers, storage, applications,
and services). It relies on sharing of resources to achieve coherence and economies of scale, similar to a
utility (like the electricity grid) over a network. At the foundation of cloud computing is the broader
concept of converged infrastructure and shared services.
Computer Security Incident Response Team (CSIRT): Is a service organisation whose main responsibility
is to prevent, handle and mitigate computer security incidents with the aim of protecting their
constituencies and assisting the community with the management of cybersecurity risks. Their
constituencies can be a parent entity such as a corporate, governmental, or educational organization; a
region or country; a research network; or a paid client.
Data Analytics: a process of inspecting, cleaning, transforming, and modelling data with the goal of
highlighting useful information, suggesting conclusions, and supporting decision making and achieved
through multiple facets and approaches, encompassing diverse techniques under a variety of names, in
different business, science, and social science domains.
Data cycle: The data cycle includes data generation; data collection, aggregation and processing; data
distribution and delivery; and data use and reuse (to create social, economic and good governance
benefits).
Data infrastructure: Refers to infrastructure required to support the data and the coherent and sustainable
efforts across the administration to use data for improved policy making and to create the right ecosystem
of actors.
Data Privacy: It is the status accorded to data which has been agreed upon between the person or
organisation furnishing the data and the organisation receiving it and which describes the degree of
protection which will be provided.
Data-driven public sector: It refers to a public sector that is able to use data and technology to strengthen
public sector intelligence, decision-making processes and policy and service design and delivery ultimately
creating public value. A data-driven public sector is able to use data and technology to better understand
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social needs, embed data use throughout the policy cycle and ensure responsible and coherent use of data
that benefits citizens, strengthening public trust.
Digital divide: refers to the systematic exclusion, or significantly lower use of ICTs, by certain segments of
the population, which has a direct impact on citizens’ access to and use of digital government services.
Digital government: refers to the use of digital technologies, as an integrated part of governments’
modernisation strategies, to create public value. It relies on a digital government ecosystem comprised of
government actors, non-governmental organisations, businesses, citizens’ associations and individuals
which supports the production of and access to data, services and content through interactions with the
government.
Digital technologies: refer to ICTs, including the Internet, mobile technologies and devices, as well as data
analytics used to improve the generation, collection, exchange, aggregation, combination, analysis, access,
searchability and presentation of digital content, including for the development of services and apps.
e-Democracy: Refers to the use of ICTs to support democratic processes such as engagement, civic
communities, voting and participation.
e-Exclusion: Digital exclusion (or e-Exclusion), refers to people missing out the opportunities provided by
digital technologies.
e-Government: refers to the use by the governments of information and communication technologies
(ICTs), and particularly the Internet, as a tool to achieve better government.
e-Participation: Refers to the use of ICTs to support the engagement of citizens in actively defining the
process and content of decision and policy making, acknowledging equal standing for citizens in setting
the agenda, proposing policy options and shaping the policy dialogue.
ICT Literacy (or Digital literacy): Refers to the ability to use ICTs to access, manage, evaluate and produce
information that makes the individual able to effectively use online services and information.
Information Security: refers to the protection of the confidentiality, integrity and availability of computer
system data from those with malicious intentions.
Open Government Data: Refers to any data and information produced or commissioned by public bodies
that can be freely used, re-used and distributed by anyone, only subject to (at the most) the requirement
that users attribute the data and that they make their work available to be shared as well.
Open-source software: is computer software with its source code made available with a license in which
the copyright holder provides the rights to study, change, and distribute the software to anyone and for any
purpose. These licenses may also impose obligations (e.g., modifications to the code that are distributed
must be made available in source code form; an author attribution must be placed in a
program/documentation using that open source).
Public value: refers to various benefits for society that may vary according to the perspective or the actors,
including the following : 1) goods or services that satisfy the desires of citizens and clients; 2) production
choices that meet citizen expectations of justice, fairness, efficiency and effectiveness; 3) properly ordered
and productive public institutions that reflect citizens’ desires and preferences; 4) fairness and efficiency of
distribution; 5) legitimate use of resource to accomplish public purposes; and 6) innovation and
adaptability to changing preferences and demands.
Social media: a group of Internet-based applications that build on the ideological and technological
foundations of Web 2.0, and that allow the creation and exchange of user-generated content (Kaplan and
Haenlein, 2010).
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