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FutureGov Summit 2010

The challenges and opportunities around
consolidating local government services

Presented by: David Wilde
Chief Information Officer

A bit about the City of Westminster:

245,000 residents

Daytime population over 1million
Night time population over 400,000
All'in 8.5 sq miles

Many of London’s hotels

Wealth of tourist attractions

Over 2% of national GDP

Archery and beach volleyball in 2012 Olympics




Centre of Government

The Royal Family




Theatreland

Leicester Square -
The home of film
Premieres

Quality residential
spaces




Our

restaurants

Our Parks

Lords the home of
cricket




Shopping 2:: the West Regent Street

Xmas Lights

London and UK local government ICT marketplace

London local government annual ICT over £1billion per annum
Hugely complex and interesting political arena, many local authorities
8 million, growing to 10 million 5 days a week

Oh yes, and the Olympics...... (and Rugby world cup)

Generates 19% of national GDP

UK wide:

£6billion per annum

Hugely disaggregated and locked in legacy

Actually pretty similar systems, just lots of them

Significant convergence with health and central govt but not happening yet
Organisational change is already demanding major technology change
National and local government tensions

Significantly different political and economic landscape from 2 years ago




Governance: our key to successful collaboration

. London Councils is a consortium funded by London local government and
central government grant

. Clear remit covering lobbying, efficiency, performance and innovation

. The ICT transformation board sits under the efficiency board

. Membership covers representation for all London public sector bodies

. Funding for projects based on strong business cases with defined payback

. Over 30 projects ICT funded to date, ranging from e-admissions through to
employee authentication

. A lot of focus in infrastructure as an essential enabler for shared services
and broader consolidation




Shared services: consolidation through collaboration

. Recent economic challenges have certainly stepped up the pace of change
and political will to move to shared services

. Westminster, Hammersmith & Fulham and Kensington and Chelsea are
exploring a range of services for consolidation

. Many authorities are already sharing senior positions across organisations
and this is being seen as a catalyst for consolidation

. On technology, there are a number of practical examples out there today
where services and systems have been brought together

. There is also recognition that for wider sector consolidation to happen,
technological infrastructure must be in place first

. This raises three significant challenges: marketplace, procurement and
financial justification




The first challenge: marketplace

- 160+ customers, 4 suppliers

400+ customers, 3 suppliers

City
management

] City
CRM development
MI
/\ - 160+ customers
3 suppliers
VPN | (]
Desktop
datacentres
Shared services NS Revs &
are the only way forward Bens
Trouble is, what type? - Social and
health care 160+ customers, 5 suppliers
40% reductions are achievable,
But what about ICT as an enabler? 400+ customers, 7 suppliers

Second challenge: procurement

. Framework contracts are the ideal solution but it's essential to establish
them the right way:

. Full engagement of buyers
. Clear boundaries on geography, value and term
. Clarity and consistency with the market through the process

. Ongoing contracts and alignment with others for co-termination

Balancing scale with competition now and in the future

. Ongoing supplier and service management




Third challenge: financial justification

. Consolidating services should deliver efficiencies, but how do you assess
current cost vs future cost and how do you share the benefits?

. What about scaling costs and efficiencies to allow joiners and leavers?

. Traditional business cases operate on a like for like cost/benefit analysis of
a term, something that is not easily replicated in collaboration and

consolidation

. Getting the exercise itself in the right order is central to whether the

business case will succeed

. Who will lead and take greatest financial risk?

All that said, the opportunities are great

Total annual network cost across London:

Local Authority subset cost

CoCo costs
VPN costs for Councils

New network demands

Converged voice and data across London
Local Authority subset cost

Single CoCo
VPN costs for Councils

New network demands

Total benefit

£150million
£70million (at least)

£12million
£2.6million

£who knows?

£100million
£50million

£3million and built in
£0.6million

£cost neutral

£61million




For the UK, it is essential to deliver savings needed

The whole of public sector is developing plans for cost reductions between 25%
and 40% over 5 years

No organisation can deliver reductions of that size without either massively
reducing services or consolidating service delivery

The supply side can only deliver the cost reductions needed through
standardisation and reduced spread of service delivery

Much of our waste is in duplication of effort, resources and data

Technology is up to the challenge, the question is are we ready to
fundamentally change the way we deliver services?

Modernizing Government
making it easier...

FutureGov Summit 2010
Kota Kinabalu - Malaysia
October 13-15, 2010

A presentation by:
David Nicholl, Corporate Chief Information Officer
Government of Ontario




Ontario Quick Facts

Population of Ontario (July
2009): 13,069,182

% of Canada’s population:
38.7%

444 municipalities operate in
Ontario

Ontario’s nominal GDP in 2009
was $566.5B

% of Canada’s GDP: 37.1%

Richly diverse population, both
ethnically and culturally

Enthusiastic adopters of online
service

government needs to do more

Many individuals don’t Ontario businesses have
know where to go for problems accessing
government service government service

Government is expected
to deliver service that is
as good as, if not better
than, the private sector

Citizens view government

as one entity, and expect

seamless service across
jurisdictions

There is a direct correlation between customer

satisfaction and confidence in government




Today’s Objectives

making it easier...

The people of Ontario have high expectations of government services; in many cases, they
expect them to be as good as, or better than, those of the private sector. We have to keep pace
with growing customer demands for high quality, cost-effective public services.

ServiceOntario is one way the Government of Ontario is meeting those expectations.

building a service organization...

In 2006, Cabinet gave ServiceOntario a mandate to
transform and modernize government services for
individuals and business

ServiceOntario has transferred over 60 services and
1,100 staff from ministries, Today, ServiceOntario offers
80 services through 1,000+ touch points

A comprehensive customer care model, service
standards, money back guarantees, a consistent
brand, and a values-based service culture has
increased overall customer satisfaction from 61% (2008)
to 92% (March 2010)

The ServiceOntario solution has been built upon a
series of investments to streamline and improve
government services through modern delivery
channels

A partner-based governance model maintains the
focus on the customer through the ServiceOntario
Board of Directors




the gateway to government service

Access to services through one window

Registration of all vital events in the
province including births, parentage,
adoption, marriages and deaths

Land registration records and services
Notices of liens on personal property

Health cards — registration, renewal,
and address change

Driver licences — renewal and address
change

Driver abstracts, vehicle abstracts
Personalized licence plates

Used vehicle information packages

Outdoor cards

Fishing and hunting licences
Ontario park passes

Retail sales tax refund

Income tax and benefit packages

Acceptance of Employment Standards
Claims

Government publications — ordering and
purchasing

Information on a wide variety of
government programs

our service footprint...

Access to government through many channels

With over 46 million customer interactions annually, we are connecting Ontarians through...

In-Person

Nearly Online
I 6 Service
Locations Categories

Access to over 200 online
services (some with service
guarantees)

Transactional services, access
to information and assistance
with forms

Cross-government
services (such as Newborn
Registration Service)

Interjurisdictional co-locations
and outreach activities

Additional touchpoints at
nearly 400 public libraries and
First Nations band offices

Service Enhancements
(such as online appointment
bookings)

Help for business at Canada
Ontario Business Service Centres

7 1 iosks

One of the largest
networks in North America

8 Contact Centres

Single 1-888 Business
Info Line (covers over 160

) existing numbers)
Available 7 days a week

(many located at family-
friendly locations - e.g.
shopping malls)

Less than one minute
wait time (to reach a
customer service agent)




|&IT strategy

2000 2010

= Variable systems, cost efficiencies

to be gained = Annual savings of $100 million

= 22 + computing environments

1 enterprise email
1 window service desk

= 965+ fewer servers; 60 fewer

= 6000+ servers )
sites

= Infrastructure Technology
Service organization - cost
recovery, IT asset management

= Inconsistencies in desktop,
network, IT asset management

= Common components &

= Multiple, duplicative solutions applications

= No shared IT governance = |T governance, ITPAC

|&IT organizational structure & governance
I&IT Organization’s ‘Federated Model’:

Eight I&IT clusters - work with ministries to provide and support flexible,
responsive and innovative public services.

Office of the Corporate Chief Information Office (OCCIO) — provides
leadership for I&IT in infrastructure services, strategy, technology, information &
privacy, archives and security.

Designed to strengthen the links between I&IT and the government’s business
directions, and to enhance leadership and coordination at the corporate level.

Governance:

Policies / Directives / Procedures- Information and Information Technology
(I&IT) Directive, Freedom of Information and Privacy Policy, I&IT Operating
Procedure on Usage of IT Resources.

Committees - Information Technology Executive Leadership Council (ITELC),
Information and Information Technology Deputies’ Committee (IITDC), Policy
Management Authority (PMA).




a delivery network for e-government

Technology investments to improve service while enhancing efficiency

In-Person

Integrating workstations
for customer-service
representatives

Added automatic
ticketing system at key
locations

Introduced modern
payment processing.

Provided funding for
computers to nearly 400
libraries and First Nations
band offices in exchange
for expanding assisted
access to our online
services

Launched a completely
refreshed website in 2009

Enhanced capabilities of
online applications to allow for
new value-added features
such as online appointment
bookings

Introduced an application to
collect customer surveys
and feedback about online
services

Upgraded entire kiosk
network with advanced
multi-purpose terminals in
2008

Adjusted kiosk-based
service offerings to
maximize efficiency while
meeting primary service
needs

Implementing chip
technology to enhance
service

Upgraded contact centre
technology, resulting in
significantly reduced
response times

Establishing capacity to
act as an urgent or
ongoing response
platform for our partners

10

e-government solutions for individuals

Making it easier for individuals and families to get the service they need

For Individuals & Families

16 categories of online services

4-in-1 Newborn Registration Service: birth
registration, birth certificate, Social Insurance
Number and Canada Child Benefits

Service Location Finder based on
sophisticated mapping technology

Online appointment booking for select
services and locations

Service guarantees when ordering online

Online bundles of interjurisdictional

information about key life events

11




e-government solutions for business

Making it easier for businesses to get the service they need

For Businesses

Electronic land registration & records

BizPalL customizable permit & licence search,
covering 77% of Ontario’s population

Single toll-free Business Info Line covers 164
separate numbers

Single business number to streamline
interactions with multiple government programs

MyBizAccount offering businesses customized
information & ability to track multiple
government interactions online

Service guarantee for two-day delivery of
electronic Master Business Licence

12

e-government solutions for employees

Engaging our employees to encourage service excellence

To increase customer satisfaction, we must invest in the people who make our brand.

Enhanced systems that streamline processes and tools, making it easier for

employees to do their jobs

Robust intranet site with information resources, collaboration spaces, recognition

tools and “ServiceOntario Life” section

Quarterly Online Employee Surveys to assess employee satisfaction

Multiple channels for direct feedback to senior leaders, including town halls and

staff sessions

13




Our Strategic Direction

To offer a simple, seamless and
personalized service experience
that reduces the complexity of
government by putting the needs of

our individuals and businesses first.

14




The future isn't what we thought it would be

Economic Crisis
and Budget
Constraints

Rising
Constituent
Expectations
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Microsoft in Public Sector APAC - 4 I

Our Vision is to together with our Partners help Governments across APAC raise their
- Economic Productivity, National Competitiveness and Readiness.
To do'this Microsoft must be the company that:




Mlicrosoft in Public Sector APAC - * I

Ow;Vision is to together with our Partners help Governments across APAC raise their

Economic Productiit

4
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Oul;Vision is to together with our Partners help Governments across APAC raise their
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Ist be the company that:
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Mlicrosoft in Public Sector APAC - * I

Our Vision is to together with our Partners help Governments across APAC raise their
- Economic Productlwty, Natlonal Competltlveness and Readiness.

Education
stdent
oy systems that
S liberates data and
! o connects care-givers
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Microsoft in Public Sector APAC - * I

Our Vision is to together with our Partners help Governments across APAC raise their
- Economic Productivity, National Competitiveness and Readiness.
To do 'this Microsoft must be the company that:

Education Healthca Public SafetyNetworking| Innovation

Is the
provide
defen ci
safet
s every student Enables personalized
to realise their full and quality
potential through healthcare for all,
education for all and through patient-
personalized learning centric health
across a diverse set of systems that
student scenarios, with liberates data and
astrong and innovative connects care-givers

focus on m~ 5 student
populations




Mlicrosoft in Public Sector APAC - * I

Our‘Vision is to together with our Partners help Governments across APAC raise their

Economic Productlwty, Natlonal Competltlveness and Readiness.
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Our Vision is to together with our Partners help Governments across APAC raise their
Economic Productlwty, Natlonal Competltlveness and Readiness.
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Microsoft in Public Sector APAC - 4 I

Our Vision is to together with our Partners help Governments across APAC raise their

“ Economic Productivity, National Competitiveness and Readiness.
To do this Microsoft must be the company that:
_— ] = =
Engages
| ]
Efficient & Effective Government - Built en a Platferm that:
Enables Efficient & Secure Enables Governments with
use of Resources, through insight to respond and Enables Skills Development and
Cloud Services to ignite communicate across value Workforce Modernization
. Productivity I' ' chains in new ways l'
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The Future is Secure:
Keeping Ahead of New

Technology Risks

Venkatesh Sadayappan
Security Consultant

State of security on the smarter planet

The planet is getting

Instrumented, Interconnected and Intelligent

New possibilities.
New complexities.

New risks...

Privacy
and ldentity

Critical Infrastructure

Protection

“We have seen more
change in the last 10
years than in the
previous 90.”

Ad J. Scheepbouwer,
CEO, KPN Telecom

New and Cloud
Emerging Threats Security




In just 5 years, the world will be 10x more instrumented.
Internet connected devices will leap from 500M to 1 Trillion

1,800 10x
growth in
1,600 .
five years
1,400
g} 1,200 FQF:|[),
— . .
2> 1000 Digital TV,
© MP3 players,
(j 800 Digital cameras,
500 Smart phones, VolP,
Medical imaging, Laptops,
400 smart meters, multi-player games,
Satellite images, GPS, ATMs, Scanners,
Sensors, Digital radio, DLP theaters, Telematics,
200 Peer-topeer, Email, Instant messaging, Videoconferencing,
CAD/CAM, Toys, Industrial machines, Security systems, Appliances
0

2005 2006 2007 2008 2009 2010 2011

...with that security threat evolves!

We must also evolve our approach to anticipate change......




... vectors of change!




...not all risks are created equal!

Frequency of
occurrences
per year

Frequent

Infrequent

Source: IBM

Data driven

Business driven




The IBM Security Approach

IBM security portfolio... solutions to meet your needs

Security Govern_ance, Risk and 0g Management
Compliance

(0 = Professional Services

e = ﬁg)nugg'ggsseec:’ﬁ‘ces azgrrjnent Identity Management
Access Management
@ - Products
Data Data Loss Prevention

Security
Encryption and Key Messaging Security

Lifecycle Management

Database_ Mon!torlng and Data Masking
Protection

Application Security ability Scanning Web Application Firewall

Access and Entitlement

[\ EQEGET T

Infrastructure Vulnerabili i i i Endooint
Security Sessn epon
Protection
N eb/URL I
Intrusion Prevention System Security
Configuration

Virtual System Security and Patch
Mgmt

Physical Security




Next Steps

Protect against
external threats

Cyber Security

Strengthen Security
Internal Security Framework

Security
Assessment

Start with an Assessment

Shukria Dhanyavaad Na nd ri

Grazie
Salamat istuti

dhanyavadagalu




Earth at Night

Source: Data courtesy Marc Imhoff of NASA GSFC and Christopher Elvidge of NOAA NGDC. Image by Craig Mayhew
and Robert Simmon, NASA GSFC. June 8, 2006




Asia and Australia at Night

Source: Data courtesy Marc Imhoff of NASA GSFC and Christopher Elvidge of NOAA NGDC. Image by Craig Mayhew
and Robert Simmon, NASA GSFC. June 8, 2006

Content Explosion




DIGITAL CONTENT
EXPLODING

[[0),4

BY 2012

CONTENY
L£XPLOS\ON

Source: 2008 IDC Diverse and Exploding Digital Universe

Source: HP internal analysis (related to 2009)

PRINTABLE CONTENT
EXPLODING

K),

BY 2012

CONTENY
£XPLOS\ON




Talents in Government Service

New South Wales Department of Education
and Training (DET) video




85%

OF SMARTPHONE
USERS WANT
TO PRINT

BY 2020

33%

OF ALL DIGITAL
INFORMATION WILL
LIVE OR PASS THROUGH
THE CLOUD

EVERYTR\NG
/S A SERN'\Co

Source: 2008 IDC Diverse and Exploding Digital Universe




Simple print experience
tor mobile professionals

« Just a few clicks to print.
1. Select e-mail/attachment to print.

2. Search for and select a printer.
3. Hit Print.

« Receive confirmation of print.

« No need for printer drivers on the
smartphone.

The Ministry of National Education partners
with HP in Electronic Book Printing
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