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FACTSHEET 

Singapore’s e-Government Journey
The Government’s infocomm journey started in the early 80’s with the aim of transforming the Singapore Government into a world-class user of information technology.  The Civil Service Computerisation Programme automated work functions and reduced paperwork for greater internal operational efficiencies.

The late 90’s saw the convergence of information technology and telecommunications,  paving the way for the launch of the e-Government Action Plan (2000 – 2003) and the e-Government Action Plan II (2003 – 2006).  The key objective of the first plan was to roll out as many public services online as possible, while the emphasis of the second plan was to improve the service experience of customers.  

Building on the achievements of the earlier e-Government plans, iGov2010, a new five-year masterplan that leverages infocomm to delight customers and citizens, was launched in May 2006.  With iGov2010, the Singapore Government aims to be an Integrated Government (iGov) that brings its service delivery and operations to a new level by 2010.

Singapore’s 30 years of Government infocomm journey has evolved in tandem with the larger National infocomm journey of Singapore.  While the Government infocomm plans such as the Civil Service Computerisation Programme, e-Government Action Plan I and II and iGov2010 set the key thrusts and strategies for transforming the government sector, the National Infocomm Plans are directed at transforming the industry and society.  The development of the iGov2010 Masterplan thus plays an integral component of Singapore’s national infocomm masterplan, iN2015.  The vision is a Singapore where infocomm will help to create an environment conducive for flourishing businesses, smart workforce and a well-connected society.

Achievements To Date (From 2006 to 2011)
The current iGov2010 Masterplan runs until April 2011.  Singapore has won many accolades and achieved good standings in various international e-Government rankings.  For instance, the World Economic Forum (WEF) Global IT Report 2009/2010 has placed Singapore first in Government Readiness and second in Government Usage amongst 133 economies.  For two consecutive years, the Waseda University International e-Government Ranking has ranked Singapore first among 40 surveyed countries.  The ranking was released by the Waseda University Institute of e-Government, which is in charge of the Asia-Pacific Economic Cooperation (APEC) e-Government Research Centre. 
The current iGov2010 Masterplan and its initiatives have brought about better services delivered to Singapore citizens and businesses, as seen from the results of the last perception survey conducted in 2009.  The results revealed that nine out of 10 citizens are satisfied with the quality of the Singapore Government’s e-information and e-services, while 85 per cent of businesses surveyed indicated satisfaction with the government e-services.
Key Milestones of iGov2010 Masterplan
The vision of the iGov2010 Masterplan is to be an integrated government that delights customers and connect citizens through infocomm. The vision is bolstered by four Strategic Thrusts, which guide public agencies’ e-Government efforts from FY2006 to FY2010, to achieve the integrated Government vision. 

The four Strategic Thrusts under iGov2010 and the main challenges they attempt to address are:

1. Increasing Reach and Richness of e-Services

2. Increasing Citizens’ Mindshare in e-Engagement 

3. Enhancing Capacity and Synergy in Government 

4. Enhancing National Competitive Advantage

Increasing Reach and Richness of e-Services

To enhance service delivery, the government also adopts a multi-channel strategy to increase the reach of its e-services. This includes investing in mobile applications and services. To date, the Singapore government has up to 300 mobile services implemented by various agencies, which include m-service for “Secondary 1 Posting Results” for the Ministry of Education to “push” to more than 45,000 parents and students the results of their applications into secondary schools via Short Message Service (SMS); and “SMS 70999”, a collaboration between the Singapore Police Force and five voluntary welfare organizations, which extends the reach of emergency services to the hearing- and speaking-impaired.
As part of the continuous efforts to increase the richness of e-services, the government works closely with the public and private sector to enhance the variety and quality of e-services to provide greater value and convenience to citizens. Some of these include: the “Education and Career Guidance Portal” launched in 2009 to allow students to plan and explore career and education options online and the “Public Transport Portal” implemented in 2008, a one-stop portal for transport-related information such as island-wide interactive map with integrated public transport information such as bus service routes, rail system maps, park and ride services and real-time bus arrival information. The portal attracts more than 100,000 page hits per month.
Increasing Citizens’ Mindshare in e-Engagement
Government websites have grown in numbers and complexity over time. At the same time, with the coming of age of the digital natives and Generation ‘Y’, websites have become an important strategic instrument to interact with and engage the public. Hence, the Singapore government conceptualised a Website Transformation Strategy in February 2009 to provide a holistic framework to bring about a transformational leap in the quality of government websites across the public sector. The strategy aims to create a vibrant and engaging government web landscape.
REACH, a one-stop Singapore Government engagement entity was set up in 2006 to lead in engaging and connecting with citizens to promote active citizenry.  REACH aggregates the views and concerns of citizens across a wide variety of channels on a whole range of subjects, through e-Consultation and e-Participation features such as social media.  Moving forward, Singapore Government plans to adopt these new social media platforms to develop stronger community (citizen-to-citizen) bonding via special interests online communities.
As part of its continual journey to transform its online presence, the Singapore government has made new strides to attain the next level of excellence in engaging citizens online. This includes the transformation of the national portal, gov.sg, and the introduction of the Singapore Government Web Excellence Awards, where 10 agency websites were recognised as benchmarks in adopting standards and best practices that have endeared them to their customers.

Enhancing Capacity and Synergy in Government
The Unique Entity Number (UEN) system was developed and fully deployed in January 2009. UEN serves as the common identification number for all entities, such as businesses and companies, registered societies, branches of foreign companies, embassies and healthcare institutions. It is the only identification number that all entities need to remember and use in all their interactions with the Singapore government. Apart from the convenience that it brings to entities, UEN also lead to greater efficiency in the Singapore government, reducing the need to issue and maintain different identification numbers for the same entity, and as a common means to identify entities between government agencies. Currently, all entities have their assigned UENs, and more than 80 government agencies are leveraging the system to increase their internal efficiency.

The rollout of Standard ICT Operating Environment (SOEasy) project for the public sector continues, with the aim of consolidating infocomm services within government agencies into a single environment to enable them to work seamlessly as One Government.  SOEasy aims to bring greater agility, innovation and resilience to the public sector. When fully implemented by 2010, all desktop, messaging and network environments in the public sector will be standardised for over 60,000 public officers across 75 agencies at more than 800 locations. The SOEasy tender was awarded to the EDS-led consortium oneMeridian in February 2008. 

Enhancing National Competitive Advantage
In June 2009, Singapore organised the inaugural iGov Global Exchange. The event brought together nearly 600 leading e-Government experts from around the world to discuss opportunities and challenges in developing successful e-Government programmes in an increasingly connected world, and experience first-hand the latest e-Government concepts and solutions. The iGov Global Exchange provided an open platform for governments and industry players around the world to share their achievements and innovations in e-Government, hence facilitating mutual learning and sharing among participants.

In response to the growing international interest in Singapore’s experience and expertise in public service infocomm, IDA has established a wholly-owned subsidiary called IDA International Pte Ltd to serve as the execution arm for public service infocomm partnerships between Singapore and other countries. An example of IDA International’s efforts is its project with the Republic of Trinidad and Tobago to help develop the country’s infocomm technology capabilities and drive the implemenation of its government e-Services.  
Moving Forward: The Next Quantum Leap

For the new e-Government Masterplan, the Singapore Government is formulating its infocomm roadmap towards a new collaborative “Government-With-You” approach.  This approach entails the Singapore Government providing a platform for the public to create value-added services, thus fuelling innovations for e-Government. 

The new Masterplan is being drawn up in phases, involving the people and private sectors early in the planning process to better shape the Masterplan.  The initial phase commenced with conceptualisation of the vision and strategy development within the government.  Following public consultation, new ideas in the form of proof-of-concepts will be tested and the Masterplan will be fine-tuned before the launch in mid 2011.
The new e-Government Masterplan will run from 2011 to 2015.  New ideas being studied for the new masterplan include cloud computing, business analytics, new media to enhance service delivery and enable new business models for collaboration between government, businesses and citizens.  The vision for the next masterplan is to be a collaborative government that co-creates and connects with our people
The strategic thrusts for the next e-Government masterplan are: co-creating for higher value, where government will continue to facilitate sharing of data and tapping on capabilities that reside in the private and people sectors to co-develop and deliver higher value services; connecting for active participation, where government will continue to establish effective means of interacting with the citizens to draw participation and to engage them on national policies; and catalysing whole-of-government transformation, through adoption of innovative and sustainable technologies in government to bring public sector effectiveness and productivity to the next level. 
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