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e-Government in Taiwan: Status and Relevant Experiences
(Slides Transcript)

Michael Yu-Chuan Lin
yuchuan@rdec.gov.tw
Deputy Director, Department of Information Management
Research, Development, and Evaluation Commission
Executive Yuan, Taiwan

Slide 3: About Taiwan

Taiwan is located in Eastern Asia at 23°30'N, 121°00'E, the main island of

Taiwan, totaling to nearly 35,980 sg. km, is the largest land between Japan and the
Philippines in the west side of the Pacific Ocean, with the Taiwan Strait separating it
from mainland China, about 220 km at its widest point. The climate is subtropical
while 24 percent of the land area is arable, with the eastern two-thirds of the land
being mostly rugged forest mountains, sharply sloped to gently rolling rich aluvial
plains in the west where communities, farming activities, and industries are
concentrated. As for demographics, the population totaled 22.7 million as of
December 2004; median age: 33.7 years, life expectancy: 77 years, literacy rate: 96.1
percent; and magjor languages. Mandarin (official), Taiwanese, and Hakka.
Turning to government structure, the Taiwanese government is a multiparty
democratic regime headed by a popularly-elected president and unicameral legislature
(the Legidative Yuan). The Executive Yuan (ak.a the Cabinet) is the executive
branch headed by the Premier, appointed by the President based on recommendations.
The capital is Taipel City.

Taiwan is amodern industrialized megal opolis clinging to the fringes of an
ancient culture. It is one of East Asia's four tiger economies dueto itsindustrial
strength and economic prosperity, characterized by a dynamic capitalist economy,
coupled with gradually decreasing government guidance for investment and foreign
trade. Taiwan is famous for dominating world market shares of computer products and
electrical equipment. In 2004, the economy grew at arate of 4.1 percent in addition to
aper capita GDP of USD14,032 in the same year.

Slide 6: e-Government I mplementation M echanism
Taiwan's central government consists of the Office of the President, and five
branches (called "yuans"). The Executive Yuan is the highest level executive authority.
Under the Executive Yuan, the Research, Development and Evaluation Commission
(RDEC) isaministerial agency responsible for e-government policy. The Information
9



Management Department under the RDEC is responsible for e-government related
affairs, including overall planning, program and budget review, and coordination
among government agencies. In addition, the National Information and
Communication Initiative Committee (NICI) isatask force. It mainly coordinates
among e-government, e-industry and e-infrastructure. In other words, the NICI plays
therole of a ClO office in the government. A minister chairsit, which consists of
deputy heads of major ministries and commissions. Under the NICI, severa steering
groups (SG) are established as well, such as e-government SG, infrastructure SG,
standardization SG, etc.

Slide 7: eGovernment Action Plan (1998~2000)

To promote the widespread development of ICT applications, Taiwan established
the NIl Task Force in 1994. Then in 1997, the NIl Promotion Program (1997 ~ 2001)
was established for NIl related strategies, measures, and implementation schedules. In
1998, the Research, Development and Evaluation Commission (RDEC) launched a
three-year e-Government Action Plan, which highlighted the focus on Internet
application development and relevant infrastructure establishment in government.
There were ten major subprojects under this e-government plan, asillustrated here.
Under such a Plan, some subprojects were successful, while some were not. Those
successful subprojectsinclude,

»  Building a government Internet backbone—named as Government Service
Network (GSN), which adopted a most cost effective way and dramatically
finished the promotion for connecting all government agencies onto Internet in
four years,

»  Establishing a Government CA to provide network identification services for a
variety of e-government online services;

» Developing several important killer applications such as e-procurement,
e-official document exchange, online tax filing, online motor vehicle service,
etc.;

» Developing a gateway system to promote information/data dissemination and
sharing among government agencies.

Contrast to the success of above mentioned subprojects, the Integrated Smart IC
Card Project was unfortunately not successful. This project tried to adopt aBOT
model |etting the contractor run a business/service both for national identification
system and national health insurance system. Through such a project, two different
cards—national identification card and national health insurance card were supposed
to be integrated into one smart |C card. Eventually, due to the concern of privacy from
civil society, the project was unlimitedly postponed. Instead, the government allotted
NT$4 billion—US$120 million to implement an I1C card project solely for national
health insurance since 2002.

10



Slide 8: e-Government Program (2001~2004)

To continue the ongoing implementation of e-government work, the government
enacted an Electronic Government Program in April 2001 (2001 to 2004). Based on
the foundation laid by the previous three-year e-Government Action Plan, the new
four-year Program was able to proceed onto a larger scale fulfillment of e-government.
There were total 132 measures implemented under the Program, which areillustrated
as the diagram here.

Accompanying with alarger scale of implementation, in itsfirst two year, the
new e-government Program encountered with the difficulty to get sufficient budgeting
support. To solve the problem, the government eventually established a new funding
mechanism, which shared the budget originally allocated for public construction.
From 2003 to 2007, the government allots NT$3 billion—US$85 million for the
implementation of e-Government Program each year.

Slide 9: e-Taiwan Program

While reviewing and evaluating the implementation of the Program, the RDEC
addressed a problem that the majority of efforts were located on infrastructure, MIS,
OA, and online service development, in the diagram of framework of measures above.
Meanwhile, the efforts on cross agency information sharing/dissemination, policy
planning and decision support were comparably low. To solve the problem and
improve such situation, under an e-Taiwan Project and coordinating with other
ministries, the RDEC launched several important innovative projects that focused the
development of cross agency information sharing/dissemination and policy planning
support. The most fundamental and important one is the project named e-Gover nment
Common Platform. Accompanying this project, avariety of cluster services have been
under development.

Slide 11: Gover nment Service Network (GSN)

The Government Service Network (GSN) has been developed to link all
government organi zations/agencies. It is an Internet service provider dedicated for
governmental usage. The RDEC is responsible for GSN’s annual budget, and it was
outsourced for operation and services. The establishment of GSN is avery successful
strategy for e-government development in Taiwan. GSN not only effectively lowers
down Internet usage threshold to speed up the progress of Internet application
promotion but also provides high quality Internet services for government agencies.
Since 2001, all government organizations, including local governments, have been
connected to the Internet. The GSN provides very high bandwidth Internet services
that enable government agencies to conveniently develop and use a variety of
e-government multimedia applications on it, including videoconferences and VOIP,

1



Due to the unified and centralized implementation method, compared to using
ordinary commercial 1SP services, the cost savings from GSN is tremendous, around
USD 35 million ayear.

Slide 12: E-Government PKI

The Government Root Certification Authority (GRCA) is designed as the single
trust anchor for all CAs. It certifies the lower set of subordinate CAs. According to the
government’s different administrative functions, there are five different CAs under the
GRCA. Firgt, the Ministry of the Interior (MOIl) established a MOICA for citizen
certificate services. Second, the Ministry of Economic Affairs (MOEA) established
the MOEACA for business and company certificate services. Third, the Research,
Development and Evaluation Commission (RDEC) established three CAs, including a
GCA for government agencies, a XCA for non-government organizations, and a
TestCA for PK1 related applications development. These CAs provide public key
certification services needed in various types of application procedures.

Slide 13: E-Government Killer Application-- Official Document Exchange

The electronic exchange of official documents began on atrial basisin July 2000,
and today all government agencies, including local governments, have implemented
electronic official document exchange. The promotion of electronic official document
exchange has raised the widespread use of groupware applications in government.
This step has not only drastically reduced document transmission time and raised the
level of office automation; it was also regarded as a very important e-government
Killer application which effectively enhanced the information literacy inside
government. As of November 2005, 78% and 63% of official documents were
exchanged electronically in the central and local governments, respectively.
According to statistics from the RDEC, about 100 thousand documents every day are
exchanged electronically, atotal reduction in annual postage costs of around USD 3.5
million.

Slide 14: e-Government Online Services- The Case of e-Tax Filing

The government has devel oped an online tax filing service to provide businesses
and individuals faster and better tax services. (http://www.itax.com.tw/) Such a
service was launched in 1998, accompanied by the establishment of the Government
Certification Authority. The progress of online tax filing promotion was slow in the
first five years. In 2003, in addition to using electronic certificates, the government
alternatively allowed taxpayers to use their national 1D numbers and household
registration codes to file their income tax online. However, downloading personal
income datais not allowed without using electronic certificate. This change brought
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about a big breakthrough in online tax filing asillustrated in the diagram below, and
revealed the difficulties in the promotion of PKI. In 2005, 34.59 percent of taxpayers
filed income tax viathe Internet, with 13.85 percent of them using electronic
certificates. In 2005, the cost saving for taxation agencies and taxpayers is around
USD 15 million.

Slide 15: Citizens Per spective

The gap between the Internet penetration rate in Taiwan, 64.78%, and online
e-government services utilization rate, 23.9%, shows that the government needs to
continue marketing e-government online services or to develop much better/valuable
services to attract more users.

Slide 16: Inter national Recognition

In the surveys of e-government in 198 nations published by Brown University,
Taiwan ranked first both in 2002, 2004 and 2005. In the Global Information
Technology Report 2004-2005 published by the World Economic Forum, Taiwan
ranked third in Government Readiness and fifth in Government Usage. The surveys
by Brown University primarily assessed the service content and functionality of
government websites. Taiwan was one of the few nations that use electronic
certificates in e-government services.

Slide 18: Gateway Systems

To lessen the need for redundant copies of official documents and to improve the
efficiency of administrative procedures, initsfirst three-year e-government plan, the
RDEC deployed a*“ Gateway System” to integrate interdepartmental information and
simplify operating processes.
The gateway system has the disadvantage that it will bring up a messed connection
environment when the number of joined parties grows, as the diagram illustrated
below. Such situation definitely also causes the down of cost effectiveness of ICT
investment.

Slide 20: Integrated e-Gover nment Service Framework

To improve the disadvantage of gateway system, the e-Government Common
Platform plays as a single window dealing with a variety of requirement of
information/data exchange from different parties, as the diagram shown here.
The main objectives of the e-Government Common Platform are to provide amore
cost effective way for cross agency information sharing/dissemination, and pave a
good way for the development of innovative cluster services.

The Government Service Platform is used as a gateway to integrate and
exchange needed information for the various agencies in order to provide innovative

13



one-stop service. This project plans to develop various innovative services which are
classified into 12 categories: e-travel, e-business, e-care, e-health, e-employment,
e-household, e-taxation, e-military service, e-housing, e-public safety, e-foreigner
service, emainland policy service. Using the service platform, two pilot cluster
services—Business Registration Service and Travel Service—were launched in 2004.
By the end of 2005, four more innovative cluster services will be added: Sghtseeing
Service, Medical Service, Household Registration and Gover nment Employment
Service.

Slide 22: The Roadmap for E-Government Common Platform

To develop each cluster service, aworking group was formed and comprises
representatives from different ministries/departments. The cluster services need to
deal with not only information/data flow but also process integration/reengineering
among government agencies. Beyond technology issue, the good communication and
coordination among government agencies/departments during the devel opment of
cluster services are critical successful factors. Meanwhile, the impact on relevant
regul ations has been also seen.

Slide 31: Barriers of e-Government

1. Legidative and regulatory issues
Through an Electronic Signature Law, Taiwan has enacted legislation on electronic
identification and authentication. The Personal Information Protection Law has aso
enhanced privacy protection. However, the existing guidance helps more on
providing technical “how to” support for ministries and agencies already engaged
in new initiatives, but still helps less on providing many incentives or a“push” to
launch initiatives.

2. Government I T professional and organization issues
Due to the good performance of 1T professionals inside government, the
e-government in Taiwan has made good progress in the past years. However, the
establishment of aformal IT unit inside an agency has yet been a priority for
government, which tells that most of IT units of ministries and commissions are
still task forces. A disadvantage due to such situation isthe aging I T professionals
inside government. How to establish a mechanism with incentives that could recruit
new IT professionals into government should be a priority for advance
e-government.

3. Budgetary barriers
In Taiwan, atight fiscal environment and a decentralized system of 1T spending
with central monitoring of resources characterize the budgetary context for
e-government. Central one-time funds from e-Taiwan Program have been crucial
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for developing electronic service delivery frameworks and may provide a model for
setting up new incentive funds to foster innovation. An important challenge is the
use of budgetary processes to enhance the availability of cross-agency funding in
support of integrated online services.

4. Technological barriers
Technical issues regarding privacy and security, the need to account for rapid
technological change, the lack of standards and internal integration have all been
recognized as important challenges for ministries and agencies. Taiwan has
established an e-Government Service Platform, which adopts new technologies,
such as XML and web services, for devel oping cross-agency information and
service integration. To enable ministries and agencies to use this common system,
the government needs to plans to promote accompanying services.

5. Thedigital divide
Although Taiwan is doing well in terms of providing access to Internet, accessto
and possession of information technology still differ markedly across generations,
family types and regionsin Taiwan. E-government needs to deliver its services
acrossthe digital divide that its performance and benefit could be further raised.

Slide 33: e-Gov Partnerswith Business

1. Spreading risk
Due to the very rapid development of ICT, e-government needs continuous
investments to renew its various information systems, which is expensive. It is
difficult and risky for government to fulfill such arequirement by itself.
Partnerships can bring in needed expertise and help to spread the risk of
e-government-related initiatives.

2. Cost saving
Innovative partnerships can simplify administrative processes for both the
administration and users at arelatively low start-up cost to the administration. In
the Government I T Outsourcing Guideline of Taiwan, there are three different
outsourcing models which bring cost saving.

3. Accelerating the development of e- government
The lack of budget and new ICT expertise used to slow down the development of
e-government. Since government owns alot of valuable raw data, many
information systems could be developed with self-funded or cost shared through
value adding by partnerships. This would effectively solve the budgetary problem
and accel erate the devel opment of e-government.

4. Fostering the growth of local ICT industry
Government’s investments used to share an important part for the economic
development. More government investments will bring more business opportunities.

15



When government investments are constrained by its budget, partnerships can
effectively help to increase the investments, which will foster the growth of local
ICT industry.

Slide 34: Main Drivers of the Partnerships of e-Government and Business

1

Publics’ demand for a better government

The development of Internet not only creates new opportunities but also brings
challenges for e-government. The convenience that the publics enjoy from Internet
causes their stronger demand for better services from government. To respond to
the publics demand, and to efficiently and effectively tackle the rapid development
of ICT, government cannot succeed by itself without partnering with private sector.

. Policies create the environment

Good leadership built in relevant ICT policies can effectively help to create a good
environment for e-government and business partnerships, such as the outsourcing

policy.

. Business response changed policies and generate new opportunities

Government’s policies sometimes cannot reflect the rapid development of ICT. In
Taiwan, the government used to take the suggestions and advice made by private
sector to formulate relevant ICT policies. The private sector needs to play an active
role keeping participating in policy making.

Slide 35: Developed the Partner ships of e-Gover nment and Business

1

2.

Implementation of e-government programs through I T outsourcing
Responding to the rapid ICT devel opment, government agencies have adopted
outsourcing strategy for e-government implementation. Instead of doing the system
programming and maintenance by themselves, government I T personnel have
shifted their works into managing their private sector contractors.
Established the Government IT Outsourcing Guideline (2002)
The Government I T Outsourcing Guideline (2002) was established to enhance the
promotion of government IT outsourcing. This Guideline raises its objectives for
building a mechanism with incentives to encourage the private sector to participate
in major e-government projects; accelerating the development of e-government;
enhancing the improvement of administrative efficiency and effectiveness; helping
toraisethelevel of local IT software industry and to promote the development of
IT service industry. It clearly defines the scope of government I T outsourcing, as a
mandatory requirement to government agencies. It also set outsourcing as a
baseline, which urges government agencies should adopt outsourcing unless the
private sector cannot provide such services or the outsourcing cannot provide better
16



performance. To ensure the success and quality of outsourcing, the Guideline also
set some principles, such as rightsizing outsourcing; doing Request for Information
(RFI) or Request for Comment (RFC) for the Request for Proposal (RFP);
separating the bid into consultation, planning, implementation, and | ndependent
Verification and Validation (1V&V); adopting software quality assurance, etc.

The Guideline urges government agencies should refer five strategies for their IT
outsourcing, as below:

- Adopt IT service procurement instead of hardware/software procurement

- Adopt service level requirement instead of hardware/software requirement

- Develop long-term partnership instead of one-time procurement relationship

- Focus the value instead of price

- Adopt total solution instead of partial problem solving

The Guideline also provides five I T outsourcing models as below for reference.

- Share-in-saving: The contractor shares the profit resulted from the cost saving
of the implementation of information systems in government.

- Self-funded:

»  Government provides data to the contractor to build up IT services, and
the contractor charges transaction fee.

»  Government licenses specific services to the contractor and charge the
license fee.

- Self-funded-hybrid: The contractor build and provide the I T services with
self-funded. Government helps the promotion and guarantees the minimum
amount of usage.

- Operation outsourcing: Government builds the IT system, and contract out its
management and maintenance. The contractor shares the revenue with
government from the service.

- Application-service-provider (ASP): Traditional 1T system development
outsourcing.

3. Vast IT investments of E-Taiwan Program
The E-Taiwan Program invests NT$ 6 billion (US$ 180 million) ayear since 2003,
which has created more ICT business opportunities and build better partnerships
with private sector.

Slide 38: Challengesfor e-Gover nment
1. Vision and planning
Taiwan has formulated its e-government vision in relevant programs. However, the
government has been less successful in effectively informing and mobilizing
government employees around its central vision. The lack of wide ownership of the
e-government vision has resulted in confusion at the agency level over their role
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and the actions required to move forward the overall government agenda. Planning
for e-government at the ministerial and organizational level needs be required, in
order to increase the taking of responsibility and encouraging organizations
commitment to the e-government vision.

. Online services
Taiwan was ranked first on its government website services in the global
e-government surveys conducted by Brown University in 2002, 2004, and 2005,
respectively. As of November 2005, more than 800 online transaction services have
been provided. Rather than focusing the overall number of online services available,
the government needs to focus more on service quality, relevance and accessin its
e-government program, although an e-Government Service Platform has been
launched since October 2004.

. E-Engagement
Improving online access to information and citizen consultation and participation in
policy-making is an important dimension of e-government. According to a survey
on citizens' usage of government websites in Taiwan, there were only 11% citizens
who submitted feedback or comments via government websites in 2004. This
represents that the government still need to make more efforts on the openness and
citizen’ participation in public affairs via Internet.

. Back-office changes

In Taiwan, back office changes related to e-government have been slow to take

place. Further cultural change in the administration is required to maximize

e-government benefits. Thisincludes the willingness to collaborate across agencies.

The next stage of e-government implementation demands a broader,

whole-of-government perspective in order to deliver seamless services. Enhancing

leadership at all organizational levelsisapriority for the development of

e-government. In addition, ensuring co-ordination to promote cross-agency

collaboration and managing public-private partnerships are also very important

aspects of back-office changes related to e-government implementation.
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