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Exhibit 1 

Civil servants of the communities, regions and municipal governments, 2012 
FTE 

384.316 

268.198 13.761 666.275 

Municipal 
governments 

Communities and 
regions 

total 

Provinces  

Total entity 2* 

Total entity 1** 

The federal government, or in budget terms entity 1, represents 130.995 or 16.4% of the total Belgian civil service.  

130.995 797.270 

Civil servants of the communities, 
regions, provinces and municipal 
governments 

* Source: NSSO/NSSOLA (National Security Office/ National Security Office of Local Administrations  
**Source: www.pdata.be 30/06/2012 



10 

Exhibit 2 

Challenge: political decentralisation and administrative collaboration 

Agreement of 
Collaboration e-

Government 

Municipal level 

Communities and 
Regions 

Provinces Federal Level 

Administrative collaboration 
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Exhibit 3 

Budget preparations 2013: decrease of personnel, functioning and investment credits 

 Source: Budget 2013 and government agreement  

There is a decline in the personnel, functioning and investment credits foreseen during the next years. During the budget preparations of 2013 
the government has decided to go further than the initial government agreement.  

Extra decided economies  

300 

178 

199 677 

85 

34 

Labour cost 
Functioning and 

investment credits Other Total 

2014 

25 

43 

210 210 

127 

2013 

Labour cost 
Functioning and 

investment credits 
Other Total 

472 

•Labor cost: € 6,5 
billion  
•Economies: € 300 mio 
•Economy labor cost 
2012 – 2014: 4,6%  

135 



12 

© Fedict 2009. All rights reserved | p. 12  

• Multiple 
Administrations 

• Multiple Regions 

• Multiple technologies 

 

• Back-Office integration 
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Information sharing through service 

integration  

13 
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Public Services Online ‘Digital by Default or by Detour?’ Assessing User Centric 
eGovernment performance in Europe – eGovernment Benchmark 2012 
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Public Services Online ‘Digital by Default or by Detour?’ Assessing User Centric 
eGovernment performance in Europe – eGovernment Benchmark 2012 



Presented at e-Government Conference - Helsinki  

29th May 2013 

Roles and Positioning of National CIOs 
By James Kang, Assistant CEO, Government CIO 

Infocomm Development Authority of Singapore 
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Uncertainty is the New Normal 

http://thediplomat.com/new-leaders-forum/2012/05/10/asia-3-key-to-syria-crisis/
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IDA’s Role in Driving e-Government 

 • Effective partnership with MOF, 

•   close cooperation with agencies. 
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IDA GCIO’s Role 

 Catalyst for Sectoral 

       Transformation 

 

Whole-of-Government         

e-Gov Masterplanning 

 

WOG ICT Architecture, 

Infrastructure, Applications 

and Resilience 

 

ICT Policies & Standards  

 

 Provide ICT 

Professional Services 

to 50 Government 

Agencies 

 

 Plan, Implement and 

Manage Agency’s ICT 

Programmes, 

Infrastructure, 

Systems, Operations 

and Processes 

 

 Spearhead ICT 

Projects in Key 

Economic Sectors in 

Partnership with 

Private Sector and 

Sector Regulators 

 

 Develop Cross-

Sectoral Capabilities 

         CIO  
to Govt Agencies 

   CIO  

      to Government 
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e-Government Governance Structure 

eGov Council 

Chaired by 

PS(FP), MOF 

Highest approving & 

decision-making 

committee to:  

• Oversee & drive efforts 

on the eGov2015 

masterplan 

• Provide strategic 

direction towards 

realizing eGov2015 

goals 

Committee of Permanent 

Secretaries (COPS) 

Chaired by 

Head, Civil Service 

Various Project Committees 

Chaired by 

DSes,  Project Directors…. 

PSIRC 

Chaired by 

 ACE IDA / Govt CIO 
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e-Government Masterplans 
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• 22 

eGov2015 Masterplan  

To be a Collaborative Government that  

Co-creates and Connects with Our People 
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New Relationship Between Govt 

and People 
Moving From  

Govt  For The People     To      Govt  With The People 

•Complex Operating 

Environment 

 

• Citizens more 

sophisticated 

 

•Technology 

becoming easier to 

use 

Change in mindset and approach necessary  
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Our Changing Environment 

What Does It Mean For Public Service ? 

Citizens Engagement 

Government as a Platform 

Convergence of Technology Citizens Rising Expectation 

Integrated Solutions Across WOG  User Experience Design 
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Social Connectivity Between Govt 

and People 

Capturing Citizens’ Feedback Across Multiple Touchpoints and 

Utilising Social Analytics to Support Citizen Engagement 

Reach Portal 

Official Channel for Govt Consultation 

Exercises with Loop Closure 

Govt Crowdsourcing Platforms 

Citizens Having a Say in Topics Close to Their Hearts 

Citizens Participate in 

Shaping the Future 



26 

Empowerment Through Data 

Transform the 

work of Govt 

Agencies 

(efficiency, 

transparency, 

informed decision 

making) 

Encourage people and 

private sector to harness 

the value of data 

Use data 

technologies to 

extract insights and 

keep track of citizens’ 

specific needs 

Social and economic 

benefits realised through 

access to Govt databases 

1 

2 

3 

4 
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Our Changing Environment 

What Does It Mean For Public Service ? 

Citizens Engagement 

Government as a Platform 

Convergence of Technology Citizens Rising Expectation 

Integrated Solutions Across WOG  User Experience Design 
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Our Changing Environment 

What Does It Mean For Public Service ? 

Citizens Engagement 

Government as a Platform 

Convergence of Technology Citizens Rising Expectation 

Integrated Solutions Across WOG  User Experience Design 
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4 

Who is in charge of birds and 

monkeys? 

Brain-teaser : can you 

name the bird’s owner ? 
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Municipal Feedback 
 

Animal 

Nuisance 

Agency-owner 

 

Infrastructure 

Maintenance 

Agency-owner 

Community 

Noise 

Agency-owner 

 

Public 

Cleanliness 

Agency-owner 

 

     One-stop Municipal Feedback 

(NO wrong door) 

Agency Agency Agency Agency 
Agency Agency Agency Agency 

Agency Agency Agency Agency 
Agency Agency Agency Agency 



33 

Municipal Feedback System 

Overview 

Switchboard 

Agency CRM Agency CRM 

Central Municipal Feedback Database 

Analytics & Dashboard  

A
p

p
s
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b
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Agency 2  

(e.g., Police) 

Agency 1  

(e.g., Environment) 

Mobile App & Portal 

Whole of Government  

Mobile App & Portal  

Policy 

Task 

Force 
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Payment 

My RSS Feeds 

Reminders 

Reminders 

Statements 

IRAS Statement 

CPF Statement 

My eServices 

Personalised dashboard 
for citizens on all 
government-related 
interactions 

 

One-stop access to 

• Favorite e-services & news 
feeds from government 

• Personal digital records & 
documents lodged with 
government 

• Payment summary 

• e-Calendar, alerts & 
reminders 

 

 

 

Citizen Dashboard * illustration purpose only 
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Beyond OneInbox… 

Government 
Correspondence 
Platform 

• Government 
correspondences to 
individuals (G2C) 

Possible new features 
beyond 2012 

• Enhanced to cater to 
businesses (G2B) 

• Letters from private 
organizations (B2C, B2B) 

• Enhanced functionalities 
• 2-way communications 

• Payment 

• Personalisation  

Extending the platform 

• Access personal records (e.g. 
financial, health, identity, etc) 

• Share personal data across 
Government and private 
organisations 

• Opportunity for co-creation of 
personal management 
applications leveraging personal 
data 

OneInbox 

H
ealth

care 

Fi
n

an
ce
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Central e-service for citizens 
to update & authorise sharing 
of personal particulars with 
public & private sector 
organisations 

 

Benefits: 

1. Reduce inconsistency of 
personal information lodged 
with different organizations 

2. Convenience to citizens 
 

Challenges: 

 Regulations & Policies 

 Security and Privacy issues 

 Readiness of Agencies, 
Businesses & Citizens  

4. Triggers update to subscribed 
organisations 

1) Official Address 
2) Mailing Address 
3) Billing Address 
4) Contact Number 
5) Email Address 

Official Address 

Citizen 
Exchange 

Organisation register for  
Update Notification 

Income Information 

2a. Provides Official 
Data 

Immigration &  
Checkpoint  
Authority 

1. Log in through SingPass 
via web  
or mobile 

3. Select Organisations to 
update 

2. Update details 

Citizen Exchange 

e.g. Banks, Telcos & Utility Providers & Other Govt Organisations 



38 

Securing the Cyberspace 

Source: DigitalOne, AsiaOne, 17th May 2013  

Infocomm Security Masterplan 2 (MP2) 

Establishes Singapore as a Secure and 

Trusted Infocomm Hub 
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Singapore’s e-Government Performance 

 

 

World Economic 

Forum Global 

Information 

Technology 

Report 

2nd 

(2010 – 2013)  

International Performance  Domestic Performance  

World eGov Ranking 

10th on eGov 

Development 

Index; 

2nd on  

e-Participation 

Index 

(2012) 

1st 

(2009 – 2013)  

United 

Nations 

Survey 

94% of the people are satisfied with the 

quality of government’s e-services 

90% of businesses are satisfied with the 
quality of government’s e-services 

Annual e-Government Customer 

Perception Survey 2012 

“Satisfaction with quality of e-Services” 
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FRONTIER 

18 agencies, 250 business licences, over 400,000 transactions/year 

Whole-of-Government Integrated Business Licensing System 

Target Launch Q3 2013 

Target Launch Q3 2013 
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 To businesses 

o Improved transparency 
 

o Improved discovery of licenses 
 

o Increased convenience and reduced  
waiting time 

 
 To agencies 

o Integrated business intelligence 
 

o Improved integration across agencies 
 

o Improved operational efficiency and  
greater consistency of decision 

FRONTIER: Key Benefits 
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One Integrated Whole-of-

Government 

Workplace of the Future 

Whole-of-Govt ICT Infrastructural 

and Workplace Services 

Whole-of-Govt Enterprise 

Architecture (EA) 

Optimal Use of Business 

and Infocomm Assets on 

Whole-of-Govt Level 

Municipal Feedback Management Platform 

Citizens Send Feedback on Municipal Issues 

and Agencies Collaborate to Close the Loop 

G-Cloud 

Standardisation and Sharing of 

Computing and Application Resources 



43 

Citizen-Centricity and Experience 
Design is not just what it looks like and feels like. Design is how it works. 

           -Steve Jobs 

User 
Research 

Information 
Architecture 

Visual 
Design 

Interaction 
Design 

eCitizen Portal 

User Centric 

Approach 

Inland Revenue 

Authority of 

Singapore 

Mobile-First Design 

Crux.sg 

User Experience 

Design Resource 

Center 

iCollect 

Sophisticated 

Kiosk 
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Integration with Agencies 
  

Switchboard 

Agency CRM Agency CRM 
A
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Agency 1  

(e.g., HDB) 

Agency 2  

(e.g., NEA) 

Mobile 

Apps 

Web 

Portal 

Whole of Government  

One-Stop Portal/Apps 

Interface Routing Data Transformation 

Interface 

Route 
Case 

Update 
Status 

Interface 

Route 
Case 

Update 
Status 

Interface 

Update 
Status 

Route 
Case 

Management Console 

Central Staff  
(PSD or appointed operator) 

 



Jeremy Millard 

Danish Technological 
Institute 

Europe in the world: 
leading and staying ahead? 



Global eGovernment development 
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Global focus has shifted: 
• from only infrastructure & information 
• to include service delivery 
• …now also first signs of thinking about ‘e-

governance’  
• …and tackling global challenges 
 
In developing and emerging economies: 
• laying foundations for ‘good governance’ as 

well as services 
• digital divide, multi-channel, usage 

 
In vanguard countries: 
• whole-of-government 
• social media, open data, cloud 
• tackling low usage 

"After attaining Swaraj (Self 
Governance) 
We need to have Suraj (Good 
Governance)" 

Mahatma Gandhi 



UN e-government development index – international 
benchmarking, 193 countries 

Regional comparisons 
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Source: UN “E-Government Survey 2012”, page 
13 



Why is Europe (as a region) ”leading” the world? 
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• Infrastructure, human capital, strong institutions 

• Many vanguard countries, many leapfroggers 

• Open Method of Coordination (OMC): 

• eGovernment framework > 10 years 

• Strong vision & leadership, Action Plans, 
benchmarking, awards, etc. 

• Large Scale Pilots (eID, eProcurement…) 

• European Interoperability Framework 

• cooperation + ‘friendly’ competition 

• Strong public funded research & support 

• Strong link to European policy: Single        Market, efficiency 
and effectiveness 

• Continued insistence on European values 

• social economy, values, ethics 

• inclusion, data protection, civil society  



3) Open, 
participative and 

smart 

Context: the three long ages of (European) government 

1) Kafka’esque 

• Arbitrary 

• Random 

• Disconnected 

• Splintered 

• Coercive 

 

2) Bureaucratic 

• Rules-based 

• Administrative 

• Professional 

• Top-down 

• Gov-centric 

• Fragmented 

• Opaque, closed 

• One-size-fits-all 

 

• Open & transparent 

• Responsive & participatory 

• Innovative 

• Both bottom-up & top-down 

• User-centric & user-driven 

• Personalised 

• Evidence-based 

• Smart  
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But ….. threats to Europe’s ‘hegemony’ ? 
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• Europe hit ‘hardest’ by crisis 

• Budget cuts and ‘austerity’ 

• Loss of trust in the political system: 

• Differences across Europe more visible 

• European welfare under extreme strain 

• In turn impacts governance and eGovernment 

• Trust is a double edged sword 

• Poverty is (back) on the agenda 

• ‘Aftermath’: Manuel Castells in Barcelona (2012) 

 

• The big public sector challenge is the need both for: 

• transformation and a paradigm shift 

• continuity, stability and sustainability  

Europe at a turning point: threats? 

”This crisis is too good 
to waste” 

Aide to President Obama, 
2008 
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• The bottle is (at least) half full: new agenda ! 

• Open government and open governance 

• Government as a platform for public value creation, but 
still the essential player 

• Doing more with more…(NOT less!) 

• New service approaches 

• Big infrastructures, big processes cyber security 

• Open data and big data – also ‘soft data’ 

• Opening up participation 

• Experimentation and bottom-up innovation 

• Open and social innovation 

• E.g. Community Awareness Platforms 

Europe at a turning point: opportunities? 

”A new vision for ICT-
driven public sector 

innovation” 

EC’s Public Service Unit, 
2013 
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Learning from others 

• DON’T shun the market but DO insist on 
accountability and responsibility  

• The local agenda; cities as the sweet spot 

• Necessity is the mother of invention, e.g. mobile 

• See the similarities 

• Users don’t do gratitude – but don’t take them 
for granted 

 

What Europe can learn from elsewhere and 
lessons for leaders 

Leadership lessons 

• Learn to open-up both inside government and 
with other legitimate actors 

• Stop wasting assets! Learn how to harness all of 
society’s assets to build public value  

 

”Every European Digital” 

Neelie Kroes on the DAE, EC 
Vice President, 2010 

 

http://www.google.dk/imgres?q=location+based+services+images&hl=da&biw=1366&bih=673&tbm=isch&tbnid=_A6jsK4hy-M7fM:&imgrefurl=http://technmarketing.com/cellphone/location-based-services-where-are-they-now/&docid=IyFayplmAmjj5M&imgurl=http://technmarketing.com/wp-content/uploads/2009/08/palm-pre-where.jpg&w=450&h=332&ei=L1srUcy1I4yNrge16YG4Ag&zoom=1&ved=1t:3588,i:116&iact=rc&dur=1804&sig=116281072864176831807&page=1&tbnh=180&tbnw=243&start=0&ndsp=15&tx=120&ty=87


Briefing on the UN post-2015 
development agenda 

 
Leading the Way in eGovernment Development 

Conference for Government CIOs and Key Officials 
29 May 2013, Helsinki, Finland 
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 MDGs 2000-2015 
 

 
 
 

 
8 goals 
18 targets 
48 indicators 

  

  

  

  

  

Despite commitments to 
development, benefits of 
globalization unevenly shared 
 

What is the UN development agenda? 
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Much has been accomplished… 

United Nations MDG Report 2012 

Poverty reduction Education Improved water Disease prevention 
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…yet, much remains to be done 

United Nations MDG Report 2012 

Urban-rural disparities Vulnerable employment 
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Today’s global challenges 

Persistent inequalities within and across countries 

Food and nutrition insecurity 

A growing environmental footprint 

Climate change 

Conflict and violence 

Governance deficits at all levels 

Shifting demographics (migration, urbanization, 
ageing) 
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The future we want 

www.worldwewant2015.org 
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Implications for e-government policy? 

Policy drivers 
 
• Social complexity and dynamism 
• Policy coherence and integration 
• New models of innovation 
• Enhanced collaboration focussed on problem-solving 
• Access to public service on general terms of equality 
• Honesty, transparency, accountability 
• Opportunities for participation in public affairs 
• Resource efficiency (not a goal but a reality) 
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Thank you 

 
 

 

Report of the Secretary-General’s High Level Panel 
31 May 2013 
 
http://www.post2015hlp.org/ 

http://www.post2015hlp.org/


THE PORTUGUESE APROACH 
 
 

AGENCY FOR THE PUBLIC 
SERVICES REFORM 
 

JOÃO RICARDO VASCONCELOS 
INNOVATION AND INTERNATIONAL RELATIONS 



AGÊNCIA PARA A  
MODERNIZAÇÃO 
ADMINISTRATIVA 
 

AMA 
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COLABORAR | SIMPLIFICAR | INOVAR 

ADMINISTRATIVE 
MODERNIZATION 

Public 
Administration 

Public 
Administration Public 

Administration 

Citizens Companies Public 
Administration 

Public 
Administration 

Public 
Administration 

Public Services Delivery 

Administrative Simplification 

E-Government 

Axis  
of Action 

Public Services Delivery (Front Office) 

Administrative Simplification (Core) 

E-Government (Backoffice)  

Key 
Relashionships 



AGÊNCIA PARA A  
MODERNIZAÇÃO 
ADMINISTRATIVA 
 

AMA 
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COLABORAR | SIMPLIFICAR | INOVAR 

Public Services Delivery Public Services Delivery (Front Office) 

Administrative Simplification (Core) 

E-Government (Backoffice)  

1.ONE STOP SHOPS 

2. LIFE EVENTS 

3. MULTICHANNEL 
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AGENCY FOR THE 
PUBLIC SERVICES 
REFORM 

COLABORATION| SIMPLIFICATION| INNOVATION 

AMA 

Public Services Delivery (Front Office) 

Administrative Simplification (Core) 

E-Government (Backoffice)  

REVISION PROCESS OF DIPLOMAS WITH 
IMPACT ON ADMINISTRATIVE MODERNIZATION 



Public Services Delivery (Front Office) 

Administrative Simplification (Core) 
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AGENCY FOR THE 
PUBLIC SERVICES 
REFORM 

COLABORATION| SIMPLIFICATION| INNOVATION 

AMA 

E-Government (Backoffice)  

CENTRALIZATION OF IT FUNCTION IN EACH 

MINISTRY 

ESTABLISH A REFERENCE INFORMATION 
SYSTEMS’ ARCHITECTURE 

BINDING ICT PROJECTS AND 
EXPENDITURE 

MANDATORY ELECTRONIC SERVICES ON SINGLE 
CONTACT POINTS 

CREATE THE STATE’S SOFTWARE CATALOGUE 
PROMOTE THE USE OF OPEN SOFTWARE 

IMPLEMENT AN OPEN ADMINISTRATION PROGRAM 

MANDATORY USE OF INTEROPERABILITY 
SERVICES 

RATIONALIZATION OF DATA CENTERS 

CLOUD COMPUTING IN PUBLIC 

ADMINISTRATION 

Global 
Action Plan 
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AGENCY FOR THE 
PUBLIC SERVICES 
REFORM 

COLABORATION| SIMPLIFICATION| INNOVATION 

AMA 

Public Services Delivery (Front Office) 

Administrative Simplification (Core) 

E-Government (Backoffice)  

FINANCE 

AGRICULTURE 

DEFENSE 

FOREIGN AFFAIRS HEALTH 
EDUCATION 

ECONOMY 

SOCIAL SECURITY 
JUSTICE 

INTERNAL AFFAIRS 

Sandwich Effect 



THANK YOU! 
 

JOAO.VASCONCELOS@AMA.PT 
 

 
 

AGENCY FOR THE PUBLIC 
SERVICES REFORM 
 



Government:   

IT Strategic 

 Headquarters 

Chair: Prime Minister 

Members: All the Ministers and 

Members from the Private 

Sector 

 CIOs Council 

Government CIO    
Chair: Ass Chief Cabinet 
Secretary  
Members: GCIO  Ministry CIOs 

Session 4    Demonstrating  the benefits of eGov  services 

  

The Organization for Promoting  & Evaluating  e-Government 

MIC eGov Council  

 

- Regulation 

reform for  

-new business 

emergence , 

-evaluation of 

eGov Services                                

-government 

cost reduction 

 @Target --  20 % cost cut of Gov 
admin     expenses by eGov  --PDCA 
cycle 
 @ Target – upgrade  usability and 
affordability, accessibility scheme of 
eGov Services  to Citizens /business  
 



ICT leader    CIO＝
Information/Innovation/Investment 

69 

 

 

CTO／CRO／CFO／CKO 

Core Competences for ICT Strategy 
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Leadership / Communication / Global Standard / Knowledge 

Management 

Core Competences 

CFO 
Procurement Management 
System Architecture 
IT Investment  

CTO 
Management Strategy 

Intellectual Property 

MOT / R&D 

CKO 
Policy 

decision-making process 

Knowledge Management  

CRO 
Project Management 

Risk Management 
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Abenomics Economic Growth 

Scenario－Japan ICT Strategy 

 the  Governor of Bank of Japan 

explains 2% inflation target  in  

2years, 2 times of money supply.   

Ends Deflation 

in one decade  

Promote ICT Solutions for 

issues i.e. Energy, Aging, 

Environment  

Government  makes big public 

Investment to  social Infrastructure 

ICT Deployment to 

Public and  Social 

Infrastructure  

 Benefits of E-Government  for competitiveness 
 Promoting Efficiency, Cost reduction by Cloud, 

One stop service; Big Data, Digital  Inclusion 

TPP, Japan-EU EPA  

RCEP(ASEAN+6) 

- Drastic De-regulation 

-New ICT strategy 

Government Task 

Forces for Growth  

http://www.google.co.jp/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&docid=7DrKkpkdMxCNpM&tbnid=I7yKqpp9ZftXkM:&ved=&url=http://corp.w-nexco.co.jp/effort/safety/facility_obsolescence/&ei=lYNrUYaXL_CRiQeO2IGoAw&bvm=bv.45175338,d.aGc&psig=AFQjCNEL_F9hlUNrQ1PPI9V3N1mNgVGjlQ&ust=1366086934182309
http://www.asahi.com/special/10005/TKY201103120467.html
http://www.google.co.jp/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&docid=C32E9I_ngzuCVM&tbnid=kqsshz-PvVE98M:&ved=&url=http://jp.123rf.com/photo_5935158_globe-map-illustration-of-the-asia-pacific.html&ei=pIZrUbrqJoW4iQeNvICYCQ&bvm=bv.45175338,d.aGc&psig=AFQjCNFlZgko816SUlH3IVi9fGBrqgC_vg&ust=1366087717095201
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CTO／CRO／CFO／CKO 

Core Competences for ICT Strategy 
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Leadership / Communication / Global Standard / Knowledge 

Management 

Core Competences 

CFO 
Procurement Management 
System Architecture 
IT Investment  

CTO 
Management Strategy 

Intellectual Property 

MOT / R&D 

CKO 
Policy 

decision-making process 

Knowledge Management  

CRO 
Project Management 

Risk Management 
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Abenomics Economic Growth 

Scenario－Japan ICT Strategy 

 the  Governor of Bank of Japan 

explains 2% inflation target  in  

2years, 2 times of money supply.   

Ends Deflation 

in one decade  

Promote ICT Solutions for 

issues i.e. Energy, Aging, 

Environment  

Government  makes big public 

Investment to  social Infrastructure 

ICT Deployment to 

Public and  Social 

Infrastructure  

 Benefits of E-Government  for competitiveness 
 Promoting Efficiency, Cost reduction by Cloud, 

One stop service; Big Data, Digital  Inclusion 

TPP, Japan-EU EPA  

RCEP(ASEAN+6) 

- Drastic De-regulation 

-New ICT strategy 

Government Task 

Forces for Growth  
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