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Transforming G2C Relationships

--Taiwan’s e-Government Experience

Mr. Yu-chuan Lin

Research, Development, and Evaluation Commission
Taiwan

April 4, 2002

Outline

Information Infrastructure Development
e-Gov’t Promoting Mechanism
E-Government Program

Obijectives of e-Government
Performance Targets of e-Gov’t Program
Progress of the e-Gov’t Development
Framework of Measures

Lessons Learned
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Information Infrastructure
Development

# The number of Internet users: 7.55 millions,
34% online penetration rate ( September 2001)

# Households connected to the Internet: 27% as of
October 2001, 40% of them have broadband
Internet connections

# ADSL services: available to 98.8% of all

households; 1,000,000 subscribers at the end of
2001

# Cable modem: 200,000 users at the end of 2001

3

€-Gov’t Promoting Mechanism

The Executive Yuan

(The Cabinet)
National Info. & NICI
Communications
Security Board RDEC ¢4 Other Ministries
" | & Commissions
v \ 4
Info. Management IT Units
8 Department




E-Government Program

#* Chinese Taipei has established an “Electronic
Government Program (2001~2004)” in April
2001.

#* This program aims to link all government
agencies through networking and to provide
versatile Internet-based services as the “e-
Government” system.

Vision

To employ ICT in order to support
government reengineering, increase efficiency,
and create innovative programs which improve
the government’s ability to serve our
community.




Supporting Government Reengineering,
Increasing Administration Efficiency

Egov. Electronic Do
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Interch%gge

Government Servicg
Network(GSN)
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Objectives of e-Government

# All government workforce 1n all level of
organizations take advantage of Internet to
process administration affairs and provide
services for citizens more efficiently.

#*(Good intercommunication and processing
efficiency between each level of
organizations.

#To provide 1,500 Internet based
application services.

10




Performance Targets of
e-Gov’t Program

e Implement electronic official document
exchange at all levels of the government
organizations within 1 year.

® Enable all levels of the government
organizations to build websites and provide
Internet based services within 2 years.

e Nurture all government workforces to make use
of the Internet within 3 years.

# Deploy 1500 Internet-based government
services in 4 years. y

rogress of the e-Gov’t Development

# Established Government Service Network(GSN)
# Established government portal site

#* Alleviated digital divide between urban and
rural areas

# Developed gateway systems

# Developed Internet applications for administration

# Developed Internet on-line services for the general
public

# Established Government Certificate Authority(GCA)

12




Huallen

DS1X2 Changhua

DS1 Douliog
,

DS1Xx2| Tainan

DS1 Kingm%
ps1| Penghu| b,

Government Certification Authorlty

3 GCABSEL Microeoft Internet Explorer

FXATF BERE IR op 2L

Government Certification Authority




The e-Government! Entry Point of Taiwan o P
$heoV.TW e s EFLAEADR
CEE L RE| @ BARE ABS | @A e 91453821 BRI
e N | B - R
%,c B e CIRLIER]  SSReEisfnnian B | . ru - PoA
WO _ i e B wmané’ ;
sl $ER - EXFFHI :
e3P ;
wEE® 0 | Emwe | e :
somsd HoTI
saERi= - ETABES - SRR - FS MR |
- RSB - Mt - RARB - SXBRRH
: ‘ég’g?}”‘ BABIB SR WS - BRE) ERESE .
ki ESIRTS
eums 1 muEn)
L SERSEESD - @RS  ERAT R CARER IR
- PRSI - IRELE EIREER - BEHE . R
- VBRI REE - ARSH - ehiEHER - SOEER - BIAK S
- EEEH . EREE o RIS - EIXEK j
gaRAR P FSEE @ A
- EmAE BERA K
S L2isEde] m " .
—- - BEBRARINEN ST NSO H W UEEZ X —RAF 27 i~
[ el o o 7 ey N

e- Vlllage Service

Digital Divide

Hau®

/@»\ H&&a&.zﬁ

v EREERE
» RIEB /1 IREE
» BERE/RIRE

wee )

vE
3TN BT

£ 1L L B

HTE B RA:20014F 11 H22H
E%ﬁﬁs@ﬁﬁﬂﬁt!ﬁ»«mﬁﬁﬁi*E mail:village @rdec. gov. tw

16



. Information
Gateway System(IR) ! Requester(IR)

Gateway System(IP)

User & Subordinate Agency
Management

Web Server Management
IP Connection Management
Message Management

: IP Management
IR Connection Management

: IP Internal System
: Connection

SsssEEsIENEIGENERIASEENUEEETEEERERENSE
FEssESesusSENEsBsERasmEamEmeNS

Message Management FIP
Encryption/Decryption
: Encryption/Decryption Access Control
Bulletin Board System Connection ¢ Justice

Agencies

IR:Internal System
(ennection

Police
Department

Firewall

Firewall:

Official Document Electronic
Interchange

OD System OD System
>l=|» |5 s|1zZ|z |2
=1 g |3 = <] S =
S| 2|z |a s |2 |5 | =
=4 = = g = <
=5 Z P = =4 Z =8 o
El18|2%|& 8 |5 |R |2

E |2 |8 L =
o 0
e | B - ) g =
: g |2 ¢ 8 %
=3 =} ?3 .g - 3
o & le) ]
= ] o =
% &
Sender Receiver
Chinese Character
E-certificate Server (GCA) Interchange Server(CNS) OD Interchange Server
[T T il
e-authentication User defined Chinese Delivery Service
e-envelope characters management Log Records
e-directory Group Management
Delay Management
18

Taxation Agenci



| WA BEE

hicld e d

¢ B[R] mevEE

o ek

hﬁﬁﬁ%rﬁéﬁﬁ

ARHRERE
B4R AR

RO
{3z

5

Gover

RIS ERR IR

© ERER

(& smwam ;
© nERAN |
gmuml

(& = 8 'T

mxuluﬁwﬁ #7F [BrEAmE
‘c’v’ %k f&E f@ﬁ? 4.

)Z,%{#ﬁPR&iﬁ.ﬂﬁiERE ~ TTURIRAY
BB LA GG S ERAY ' REPRRMBE
FHARRGHAEIE « BETR AR 2 RQMIEN ity
GEZRE-

- L] %‘E“,S"ﬁiﬁ'ﬁ@?fu}lﬁ-}?ﬁ?d
ABESAT—HERA A5 TP RREAA
RXE B3 BRI RATEANES -

S LR AR A 2 SRS IR
B ERAEOAREA | SRR RAE IR
T > B AR R R IS -

N ‘
(A BB D T DUy —

FHAEERE B RBHPIRITEE RS

i,

19

Rd |
T w20



B A ok R

ERENI A EE0KIE | SIS SRR ERMEREPL =+ EUEA
S BEREEIOL SIBREEFCL SPBEUREHEL  AHERMEEHOO
e R R S R ENR D SLERENET, AEEAERET

JATEH

HiRiEE RS A %%

&

m"*;si&z%e* \

P AT AE# A
%%% A0 k4

[

it £ AA K

rcgapit et B 3
HE A “JLm)\ﬂE&EFjL@G_&R-k:BS
= s (RE3%) O ABAO—AAH
ENagal SRS 0800-777666




o o2 32 B R B IS

Bureau of National Heolth insurance

A R £ B s RN BFRELE

T PR T S| -
e ok A LR A MER
»English 901120 TEMWP « FRFEMBET (I
P oA E X e =2
PRWAMRES 90.11.19 SRR NIt S
P FTEMAE 90.11.16 24 [ EAMEHPIMMOIA T ) ARfIAE
>t’¥£§ £l 90.11.15 0% [REM 19
) 3 o ]
; —Mmf; 901115 A% T E%ﬁﬁpﬁ‘?&}ﬁﬁmlﬁimfﬁ REPAHEEIE |
> Py =~ 0.11.14 A9 R RASSI-ERRT
> & %R 3 -
>REAA L] XIBIREMRICEPISTENEAY
PEXEXE s
PREMERR Jreuun
I EE] i - SRR AT
- REMEHIHHG
- BRRAI RS

€5 €EER =

BTG GRS ) EERERR e gy ;— Bk 24




o [ZES5] F[ERE - (HaSRRE MTARS) &H)

o WHMFHSGHHEM REBHEHEHES -
#% [ FERCARER ] B RIS ]
S E RS0y >URE R ©
BAREiAE — o EASR -

o REEHFHRTIHHD - ﬁﬁizzﬁﬁmﬁﬁmﬁ) :
Flig (ETegiR S )
EBERETENNFEET -

BEYS AT — 5 ER o

o [EESHE{V] ORI - o
BRI TTHRBHUESATREYRBRIIRLRE » _:J 25

/TR FR AR NR R 7 aXdvi T Lo S TSR

e-Motor Vehicle Service

* (=) ~EHFH (FHRER - FABREFR LSRR
#3&8 )
. ETABERMEEERRRLEAR LS

WZAEXER ) AEABAARKERETHEN
BABRMEEBRATHEND  AEBHE - T@E
9‘?!,*'145: (REBEM -~ BFAETEFRRERE)
AETHRE S BRERLEHRNRE iizi’:i‘ﬁifxx?ﬁ“
%4$E°%i®%?ﬁ ﬂzéﬁﬁa’%

B (ABEEEETNEN - AKEE \/H_é_séj)
BHFRBABIRERL fi[‘“%’i*@% L B A R
B E A EH EP4§ | ABAGCAZ 3 » &

TE¥A AR Eﬁz/\% FAf o

26




e-Motor Vehicle Service
2 (Z) oMy (PMEFER)

* BT FNBEFEEFRLIIMAR BA R @R ER T
M2 NBREREREABAIEE  AELEBRARFERY
BraR B B - SR BIE IS4 - Bk i
MEATRBIA S F - M EHBATR - BEBHRBTE
WBEEBEHARNE R R E ARTRMEHE T - AE
Kk FRIESY ~ RAEFEBATRR - A BMBATR - A B
Mapp R E e AL ERARETENR  REES
ABREEBR - KB AT Y P - R EEB AL
HEPE+LE BATAEERABERSL - 4MA
BRHE s WM BERTEARETERS GCA £H - £
dRE 2 A EkARAE  E R R P RIS 44T
SREIMHEE ~ TRBREEHBRREHEAT - ”

e-Motor Vehicle Service

Akl : 87/11/27 £ 89/11/30

L % b <] B | 4 # % |¥BY

b i
YA R R 12,562, 000 1, 467
MR RIE R T 4E 39, 827,000/ 18,374
Bk BRI 159, 259 48
HEITRN SR 531, 084 347
B BITR 437, 470 63
BERFITR 4,670,178 653
#EMEMAANERERLE 229, 122 7
Bk R 42, 583 3
ARITRGE SR 453, 089 277
REHEAR 236, 374 38
REBRBATR 2,153,189 180
AEHEMERBARE 365, 503 12
AERBALETEY 11, 700 180
HEERAREFTEHA 8, 300 62
RERBAENEE 802, 609 717
BEBBAELSE 908, 516 524
4 i+ 63, 397, 976| 22, 952
o 4
LHEA 1428169

28



;

FER IS S
Ak - ﬁi’ﬁl@ﬁzg BARARRZMAR » H
B bt

R R

Bin o

!&@zkl&ﬁ-}ZHﬁ DB B SV RS

At~ EIEPTARIE XERIRIT K

HHFRAXRE

TR
Sk E(Wmd

0 BEEERETH

LEEALT 25 35 F )

G SEEBOEFR BEHVERHERRRBERE Oy ARSI
& = GRIIRED 10R ) &)

) BEEBEEE N9 b SR GRINISIE B 11

8 beagy

£y BT S A
oL
- L s

@E’IHPHE%

R = a0



{oe PRRBROBRAD
@ Chunghwa Telecom Co., L.

T hammEs

rwaREEs @
NOWBRIEEAE S
ADSLiE®
IN 287 R
ISDN &
ARREBES
B BfEfEE
BarmiadE
ﬂ&éiaﬁiﬁ

Electronic Government Program
--Performance Indicators--

1. Internet Readiness for Agencies

Indicators Goals by year 4400 Administration
Agencies

‘01|02 ‘03 | ‘04

1.LAN Installations | 80 | 100 68.4% ( yr. 2000)
% %

2.Internet Connections | 85 | 100 81.9% ( yr. 2000), includes
o, |% lease line and dial-up

3. Web Site 80 |100 74.9% ( yr. 2000),

Installations 9 |% includes Virtual Web
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Electronic Government Program
--Performance Indicators--

2. Internet Capability of Government Employees

Indicators Goals by year 240,000 Government
Employees
‘01 | ‘02| ‘03 | ‘04
1.Email Users 75 190 100 70.4% ( yr. 2000)
% % | %
2.Browser Users 80 90 100 73.4% ( yr. 2000)
% |% | %

33
Electronic Government Program
--Performance Indicators--
3. Information Application Development
Indicators Goals by year
‘01 | ‘02 | ‘03 | ‘04
1. Electronic Official 100% All Government Agencies
Document Interchange
2. On-line Services: Total Number of Government
* Application Form 500 {1000 | 1500 Application Services is 1500
* On-line Application | 10% | 20% | 30% | 40%
3. Elimination of Residential 60% | 90% | 100% 10 millions Certificates Application
Registration Certificate Cases in 2000
4. Elimination of Land 30% | 60% | 90% | 100% | 20 millions Certificates” Application
Registration Certificate Cases in yr. 2000
5. Groupware Application | 5% | 20% | 50% | 109% | Counting 4400 Administration
| [ | Agencies

34




Strategies

# Provide GSN’s Internet services to all agencies
# Speed up information infrastructure development

#Enhance information applications, develop GIS
applications

# Develop flagship projects

#» Enrich government on-line services, implement
integrated government portal service

# Bridge digital divide
# Promote e-learning

Framework of Measures

15 Categories
132 plans
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Measures(1)
Strengthen Infrastructure

1. Enhance GSN services

- Expedite Internet connections for government agencies
2. Strengthen PKI and information security

= PKI Establish

« Computer network security and incident response

= Information security auditing

3. Enhance government employees training
= Develop e-learning

4. Promote the establishment of information related
legal and standards
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Measures(2)

Improve Information Application
1. Expedite widespread computerization

» Develop second generation large scale information systems

2. Enhance office automation
= Promote groupware and official document system

3. Develop decision support applications

= Expedite Disasters Rescue System, Land-use Monitor
System, Electronic Map

39

Measures(3)

Enhance Government Information
Dissemination, Sharing and Integration

{1. Promote administration data interchange,
innovative services

= Develop gateway systems, eliminate certificates
12. Promote office data interchange, increase

efficiency

= Share information regarding plans, budget, tender, personnel,
and publications

3. Enhance GIS data interchange
= Establish GIS data warehousing

40



Measures(4)

xpedite Government On-line Services

. Promote G2B services

= Industry & Commercial Registration System,
Taxation System, Tender system, Customs system

. Promote G2C services
Integrated Government Portal Service

1500 government on-line services

Traffic information service, public security services,
Address forwarding service

Multi-channel government services

41

Measures(4)- contd
Expedite Government On-line Services

i 3. Bridge digital divide
= Internet connections for remote areas and impoverished citizens

4. Push government to disclose

= Establish web sites for all agencies

5. Promote on-line public security services
= Land-use monitoring system
= Public security web site
= 0921 Earthquake Disaster Web Site

42




Lessons Learned

= Centralized planning, plan big, and start small
i > Develop a shared understanding
= Cultural change and workflow reengineering

= Create a fair tendering and bidding process in order
to gain the most of economy and efficiency from
vendors
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Lessons Learnedcontad)

= Engaged leadership
= Change-management

= Government as a model user of commercially
available technologies and products

= Technology diffusion and the upgrading of
skills and capabilities

= Education and training
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Lessons Learnedcont’d)

= Establishing partnerships across public
and private sector

= Legislation to stimulate and manage IT
technology.

= Affordable and universal access to the
information infrastructure.
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GOVERNMENT ONLINE - AN INTERNATIONAL PERSPECTIVE
]

What Is The Level Of Government Online Use In 2001?

60 % PERCENTAGE OF POPULATION WHO USED GOVERNMENT ONLINE SERVICES
IN THE PAST TWELVE MONTHS

50
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30 4 Country Average {26%}

Percentage Of e-government Users

Turkey
Indonesia

Russian Fedenation
Great Britain

Czech Republic

* Dus 1o sampling diflerences Stovakia. Spain. Hungary and Irdia have not been induded in the Global Nett
e X :, Chtndl m

Thank You
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