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Eric Schmidt of Google argues that we are just beginning to 

see the impact of Digital Technologies on our lives 
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Key book topics: the changing relationship between the state 

and its citizens, threats to privacy and security, and the 

implications of companies like Google reaching 

unprecedented scale. 

our understanding of nearly every aspect 

of life will change, from the minutia of our 

daily lives to more fundamental questions 

about identity, relationships and even our 

own security. 

These platforms  (Google, facebook, etc…) constitute 

a true paradigm shift …and what gives them power is 

their ability to grow—specifically, their speed to scale. 

Almost nothing, short of a biological virus, can scale 

as quickly, efficiently or aggressively as these 

technology platforms and this makes the people who 

build, control, and use them powerful too. 

“ 

“ 
Copyright © 2013 Accenture All Rights Reserved. 

Copyrights © 2013 by Google Inc. and Jared Cohen, The New Digital Age, by Eric Schmidt and Jared Cohen  



 …creating a fundamental  shift in how enterprises operate 

and interact with the world around them 

3 Copyright © 2013 Accenture All Rights Reserved. 
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Open 

Innovation 
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Source: Accenture, 2013 



Digital technology coupled with physical devices creates 

significantly new offerings and experiences 
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An accelerometer inside each sensor simply pings the hub 

whenever for example the refrigerator door the sensor is attached to 

is opened. If the daily routine of your parents seems to differ, it alerts 

you through Lively’s website or iPhone app.  

Disney Parks invested $1Bn+ 

on MyMagic+, with the goal of 

equipping their 120M+ annual 

visitors with RFID 

“MagicBands” 

Used as: 

• Room key 

• Method of payment 

• Disney experience platform 

• Synced to park photos 

• Synced to personal devices 

Ford developed an algorithm that 

automatically adjusts powertrain 

controls based on GPS data/location 

to deliver more electric-only driving 

near the driver’s home. 

Lively is an activity sharing platform that 

helps you keep tabs on your 

independently living parents 

or grandparents. Passive sensors are put 

in places all around the house.  

Copyright © 2013 Ford Motor Company Ford, November 8, 2012 

Copyright © 2013  AOL, Tech Crunch, April 16, 2013 

Copyright © 2013 The New York Times 

Company, At Disney Parks, a Bracelet Meant to 

Build Loyalty (and Sales), Jan 7, 2013 

Copyright © 2013 Accenture All Rights Reserved. 

The Philips Hue Connected bulb allows to 

wirelessly control and customize lighting. 

The app lets you adjust intensity, set custom 

color combinations and schedules.  

Copyright 1996-2013 Ziff Davis, Inc. : pcmag.com, March 27, 2013 

http://www.mylively.com/
http://media.ford.com/article_display.cfm?article_id=37344
http://techcrunch.com/2013/04/16/lively-is-an-activity-sharing-platform-that-helps-you-keep-tabs-on-your-independently-living-parents-or-grandparents/
http://www.nytimes.com/2013/01/07/business/media/at-disney-parks-a-bracelet-meant-to-build-loyalty-and-sales.html?smid=tw-share&_r=3&
http://www.nytimes.com/2013/01/07/business/media/at-disney-parks-a-bracelet-meant-to-build-loyalty-and-sales.html?smid=tw-share&_r=3&
http://www.nytimes.com/2013/01/07/business/media/at-disney-parks-a-bracelet-meant-to-build-loyalty-and-sales.html?smid=tw-share&_r=3&
http://www.pcmag.com/article2/0,2817,2417107,00.asp


While digital tools and advanced analytics transform many 

traditional processes, products and experiences 
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Shopping experience 
Department stores use the EyeSee 

mannequin and video analytics to enhance 

the shopping experience and product 

assortment, and identify trends 

Behavior-based Insurance 
Himex provides next-generation behavior-

based or usage-based insurance program. 

Real life data is used to create a virtual 3D 

world, in which customers can create a unique 

avatar and a vehicle. Using advanced 

gamification, such as challenges, missions 

and leaderboards, insurance carriers increase 

engagement, revenue and customer retention   

Intelligent supply chain 
The peak growing season for oranges is only 3 months, but Coke needs to 

produce premium quality orange juice for all 12 months.  They use an algorithm 

that analyzes up to 1 quintillion decision variables in order to consistently 

deliver the optimal blend – from acidity and sweetness to external factors such 

as weather and crop yield.  Supplies are now on hand as far as 15 months in 

advance – at consistent quality and taste levels.   
Copyright © 2013 Bloomberg L.P.  Coke Engineers Its Orange Juice—With an Algorithm, January 31, 2013. 

Copyright © 2013 Accenture All Rights Reserved. 

Fitness self-tracking 
Fitness bands help understand 

how active we are from day to 

day. Bands track movements 

and sleep and mobile apps 

display data, let us add things 

like meals and mood, and 

deliver back insights. 
Copyright © CBS Interactive Inc. cnet.com, 

March 28, 2013 

©2013 Bloomberg L.P. Bionic Mannequins Spy on Shoppers to Boost Luxury Sales, Nov. 21, 2012 

evogi.com 

http://www.prweb.com/releases/2012/9/prweb9862916.htm
http://www.businessweek.com/articles/2013-01-31/coke-engineers-its-orange-juice-with-an-algorithm#p1
http://www.businessweek.com/articles/2013-01-31/coke-engineers-its-orange-juice-with-an-algorithm#p1
http://www.businessweek.com/articles/2013-01-31/coke-engineers-its-orange-juice-with-an-algorithm#p1
http://www.businessweek.com/articles/2013-01-31/coke-engineers-its-orange-juice-with-an-algorithm#p1
http://news.cnet.com/8301-33620_3-57576697-278/the-test-begins-my-life-with-four-activity-trackers-fitness-bands/
http://www.businessweek.com/news/2012-11-19/bionic-mannequins-spy-on-shoppers-to-boost-luxury-sales
http://www.evogi.com/


Taken to a higher level, “digital cities” will address many 

citizen needs in an integrated way  
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Massive and 

scalable intelligent 

systems manage 

mass transportation 

in real time 

Smart connected 

offices for efficient 

management of 

resources 

Simpler payment 

processes complete 

transactions with 

card payments and 

account balances 

Real-time access to 

bin capacity data 

ensure that trash is 

collected at the 

right time 

Technology will enable cities as a service, bundling urban necessities : water, 

power, traffic, telephony into a single, Internet-enabled utility 

http://www.cisco.com/web/tomorrow-starts-here/connectedcities/preview.html 

South Korea is planning to build some 15 ubiquitous cities 

http://www.cisco.com/web/tomorrow-starts-here/connectedcities/preview.html
http://www.cisco.com/web/tomorrow-starts-here/connectedcities/preview.html
http://www.cisco.com/web/tomorrow-starts-here/connectedcities/preview.html
http://www.cisco.com/web/tomorrow-starts-here/connectedcities/preview.html
http://www.cisco.com/web/tomorrow-starts-here/connectedcities/preview.html
http://en.wikipedia.org/wiki/Songdo_International_Business_District


The self driving car combines many of the evolving Artificial 

Intelligence technologies - and is not that far away 

• Many commercial automakers including 

BMW, Audi and Mercedes are gunning 

for full automation. BMW’s car drove 

10,000 kilometer without incident; this 

however pales in comparison to the 

Google car’s 300,000 miles. 

• The technology is already here. The 

major roadblocks will be legal, 

regulatory, and human. It may take 

some time for drivers to feel 

comfortable giving up control and 

believe the roads are more safely 

navigated by emotionless algorithms 

capable of making life and death split 

second decisions. 

• “(In 2033 China will) ban manual 

driving on busy arterial roads…”  

7 Copyright © 2013 Accenture All Rights Reserved. 

BMW forecasts cars will be 

highly automated by 2020, 

driverless by 2025. 

© Copyright 2012 Singularity Hub SingularityHUB, March 21, 2013 

By 2016, three automakers will have 

announced concrete plans for upcoming 

automobile launches that will offer 

autonomous vehicle technology.  
© 2013 Gartner, Inc : “Top Technology Predictions for 2013 and Beyond” 

December 19, 2012 

“ 
Copyright © The Economist Newspaper Limited 2013 

“The road to 2033” , April 20, 2013 

http://singularityhub.com/2013/03/21/bmw-cars-will-be-highly-automated-by-2020-driverless-by-2025-behind-the-curve/
http://www.gartner.com/newsroom/id/2282715
http://www.economist.com/news/special-report/21576223-how-might-carmaking-look-20-years-now-road-2033


The world of medicine is probably going to undergo the 

largest disruption… 
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Coming soon to a body near you? World’s smallest chip to  

be swallowable 

“Space-constrained applications that previously couldn’t incorporate an MCU 

now can be upgraded to become smart applications, adding a new tier of 

devices to the Internet of Things (IoT) ecosystem.” But that’s just version one—

the next iteration would place these tiny microchips in the human body to 

release medicine, perform diagnostics, fight cancer, or provide a digital  

interface between brains and machines. 
© Copyright 2012 Singularity Hub SingularityHub, April 16, 2013 

Medicine 

DNA Sequencing for Routine Checkups 

The ability to map human DNA cheaply and quickly is yielding a torrent of 

data about the genetic drivers of disease—and a steady stream of patients 

who are benefiting from the knowledge. Nanopore sequencing devices, 

designed to be the size of a smartphone and affordable, could speed efforts 

to make gene sequencing a routine part of a visit to the doctor's office.  

Matching a Tumor to a Drug 

Foundation Medicine Inc., a startup at the forefront of bringing comprehensive 

genomic analysis, launched a test enabling doctors to test a tumor sample for 

280 different genetic mutations suspected of driving tumor growth. So far, 

about 70% of cases have turned up a mutation that is potentially targeted by 

a drug on the market or in a clinical trial. 

Copyrights © 2013 Dow Jones & Co, Inc. WSJ: The Future of Medicine Is Now, December 31, 2012 

Copyright © 2013 Accenture All Rights Reserved. 

http://singularityhub.com/2013/04/16/coming-soon-to-a-body-near-you-worlds-smallest-chip-to-be-swallowable/
http://online.wsj.com/article/SB10001424127887323530404578205692226506324.html
http://online.wsj.com/article/SB10001424127887323530404578205692226506324.html


20 years from now…. 
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2013 Forbes.com LLC™ The World In 2033: Big Thinkers And Futurists Share Their Thoughts, 2/08/13 

Biotechnology will be in a mature phase.  We will routinely turn off genes that 

promote disease and aging.  We will be able to add genes that protect us 

from diseases such as cancer and heart disease.  We will be growing new 

organs from stem cells that are created from our own skin cells.  We will be 

able to rejuvenate our organs in place by gradually replacing aging cells that 

contain genetic errors and short telomeres with cells containing our own DNA but 

without errors and with extended telomeres.  

Search engines will know you like a friend and will be aware of your 

concerns and interests at a detailed level.  (…) You’ll be able to talk things over 

with your computer, clarifying your needs and requests just like you’re talking 

with a human assistant.   

Almost everyone on the planet will have access to the world’s best 

educational materials. Almost every subject will be available for free 

online. 

Students won’t be forced to learn in a “one-size-fits-all” model with 

everyone the same age learning the same thing at once. Rather, 

technology will allow the system to adjust to every student’s 

needs.  

http://www.forbes.com/sites/sap/2013/02/08/the-world-in-2033-big-thinkers-and-futurists-share-their-thoughts/
http://www.forbes.com/sites/sap/2013/02/08/the-world-in-2033-big-thinkers-and-futurists-share-their-thoughts/
http://www.forbes.com/sites/sap/2013/02/08/the-world-in-2033-big-thinkers-and-futurists-share-their-thoughts/


Companies are hiring Chief Digital Officers, who often have a 

very broad remit… 
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Copyright © 2013 RussellReynolds Associates, The Rise of the Chief Digital Officer  

Experience Required 

Digital experience is critical but different 

combinations of skills are emerging among Chief 

Digital Officers 

• E-commerce and transactional expertise  

• Online marketing and social media expertise  

• Transformative product and technology 

capabilities (i.e., analog to digital) 

Competencies Expected 

• Setting strategy 

• Executing for results 

• Building relationships across all levels and 

functions of the organization—from the Board 

down to the front line—and using influence.  

• Leadership 

• Demonstrating cultural sensitivity 

They have 

a Chief 

Digital 

Officer 

Twenty-five percent of 

companies will have a 

CDO in two years 

(Gartner) 

Copyright © 1994 - 2013 CXO Media Inc CIO Do Chief Digital Officers Spell Trouble for CIOs?,  February 2013 

Copyright © 2013 Gartner, Inc Chief Digital Officer, What type does your organization 

need?, March 12, 2013 

Chief Digital Officers are not the same, nor 

are they created equal 

Copyright © 2013 Accenture All Rights Reserved.  

http://www.russellreynolds.com/content/leadership-and-talent-rise-of-chief-digital-officer-CDO
http://www.russellreynolds.com/content/leadership-and-talent-rise-of-chief-digital-officer-CDO
http://www.cio.com/article/729181/Do_Chief_Digital_Officers_Spell_Trouble_for_CIOs_
http://www.cio.com/article/729181/Do_Chief_Digital_Officers_Spell_Trouble_for_CIOs_
http://blogs.gartner.com/mark_mcdonald/2013/03/12/chief-digital-officer-what-type-does-the-organization-need/
http://blogs.gartner.com/mark_mcdonald/2013/03/12/chief-digital-officer-what-type-does-the-organization-need/
http://blogs.gartner.com/mark_mcdonald/2013/03/12/chief-digital-officer-what-type-does-the-organization-need/


The impacts of broad “Digital 
Transformation” can be anticipated 

1. Create/ 

Destroy 

Industries 

2. Shift Value 

Within/Across 

Industries 

3. Change the 

Nature of 

Control Points 

4. Change Value 

of Processes, 

Data, Infrast. 

5. Change 

How Work is 

Done 

• New:  

Cars, dealers, 

gas stations 

• New:  

Electric auto 

ecosystem, 

mobile 

phones, elec. 

gaming… 

• Add or remove 

intermediaries: 

book stores, 

head hunters, 

app store 

owners 

• New control 

points: 

– Customer 

data 

– Subscriptions 

– Personal, 

smart devices 

• New process 

value drivers: 

– Flexibility 

– Customization 

– Embedded 

analytics 

• External, 

unstructured 

data,  

• Increasing 

automation 

• Shorter attention 

span 

• Location 

independence 

• Power of groups, 

collaboration 

• unique expertise 

 

x x 
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The 2020  

Digital Business 

Opportunity 

Definitions 

Industries are expected to be impacted 
differently 
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Delivering 
Public 
Service for 
the Future: 
Navigating 
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Accenture identifies four structural 
shifts for government leaders : 

1.The shift from standardized services 
to personalized services. 

2.The shift from reactive to insight 
driven. 

3.The shift from public management 
to public entrepreneurship. 

4.The shift from piecemeal efficiency 
to mission productivity. 
 

 

Delivering Public Future: Navigating the Shifts 
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The shift to personalized services 
implies designing services in 
partnership with citizens—and 
delivering them in integrated ways to 
provide exactly what’s needed, when 
needed, in the most appropriate 
manner. 

More personalized service drives better 
outcomes at sustainable costs. 
 

The Structural Shift:  
From Standardized Services to Personalized Services 

Requirements 

• Develop deeper, data-driven insights. 

• Design around citizen needs. 

• Engage citizens in service design. 

• Improve delivery networks. 

• Integrate across agencies/networks. 
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The shift to insight driven implies 
using new technologies and new 
models of collaboration to problem-
solve proactively, reducing wasted 
effort and costs and improving the 
results achieved. 

Becoming insight driven addresses 
public service productivity from both 
sides—reducing costs and improving 
the outcomes themselves. 
 

 
Requirements 

• More assured identity systems. 

• Greater collaboration and cooperation 
across systems. 

• Anticipate and apply proactive 
measures. 

The Structural Shift:  
From Reactive to Insight Driven 
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The shift to public entrepreneurship 
implies using the machinery of 
government to stimulate economic 
outcomes and collaborating in new ways 
across and outside public service 
boundaries. 

By putting in place an environment that 
enhances the conditions for 
entrepreneurship, economies can 
harness future waves of growth in the 
global economy. 

 

 

 

Requirements 

• Improved procurement. 

• Greater access to government data. 

• Greater use of technology. 

• Increased diversity of new public 
service models. 

The Structural Shift:  
From Public Managers to Public Entrepreneurs 
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The shift to mission productivity implies 
broad and integrated thinking to 
prioritize initiatives, to restructure 
programs so as to eliminate the 
duplication of fragmented delivery and 
to leverage the considerable scale and 
assets of governments as a whole. 

A focus on driving productivity to its core 
will help governments deliver better 
outcomes for the same or lower cost. 
 

 

 

Requirements 

Active governance through… 

• Prioritization. 

• Performance management. 

• Core mission restructuring. 

• Operationally excellent administration. 

• Leveraging existing assets. 

The Structural Shift:  
From Budget Cuts to Mission Productivity 



Every Government is a digital government 

Harnessing of digital technologies to create new products, 
services, and new citizen experiences through digitized business 
models as well as to redefine end-to-end business processes 

Key Enabling Technologies 

Convergence 

Analytics 

Social/ 
Collaboration 

Search/ 
Content Mgmt 

Cloud 

Mobile 

Embedded/ 
Smart Devices 

Drive New Growth 

Key Business Drivers 

Efficiency & 

Engagement 

New Growth 

Deployment of 

Individual 

Technologies 

20 Copyright © 2013 Accenture. All rights reserved. 



Citizens want a digital government 

21 Copyright © 2013 Accenture. All rights reserved. 
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Q4: % using digital
channels today
(very or fairly
often)

Q5: % think it
important for govt
to provide more
services through
digital channels in
future (very or
fairly important)



Challenges For Governments 

Policy 

Issues 

Multiplicity of 

Stakeholders 

Lack of IT 

Capabilities 

Risk Averse 

Culture 

Siloed 

Mandates and 

Organizations 

Agility 

Risk of 

growing 

disconnect 

with and 

discontent of 

constituents  

Copyright © 2013 Accenture. All rights reserved. 



‘5 Ps’ in Digital Governments  

‘5 Ps’ should inspire governments to meet 
constituents’ new service expectations 

‘5 Ps’ Of Government Service Expectations 

Constituents 

expect 

governments to 

deliver services 

and products 

based on the ‘5 

Ps’. 

Personalized 

Proactive 

Predictive 

Participative 

Partnership-

based 

“iGovernment” that puts constituents and their ‘life events’ at the 

center of a trust-based relationship. 

Government provides location-based services and information 

services pushed to constituents where and when they need 

them. 

Government utilizes predictive data analytics to develop 

innovative services to drive desired outcomes (e.g. better safety 

and security for citizens).  

Government activates and leverages multi-directional, multi-

channel feedback channels, with results integrated into policy 

decisions. 

Government delivers its services more effectively via a network 

of relationships with 3rd party companies and the development of 

a digital ecosystem. 

Personalized 

Copyright © 2013 Accenture. All rights reserved. 



Examples of Government actions to fulfill new expectations 

Forward-thinking governments are 
early adopters of the ‘5 Ps’ 

‘5 Ps’ Of Government 

Service Expectations 

Constituents 

expect 

governments to 

deliver services 

and products 

based on the ‘5 

Ps’. 

Personalized 
“Tell Us Once” allows citizens in the United Kingdom to 

inform cross –government agencies of life-events through 

their preferred single point of contact. 

Proactive 
The Inland Revenue Authority of Singapore proactively 

pre-fills online tax forms based on information from 

relevant organizations and/or preceding years relief claims. 

Predictive 
Analysis of call patterns that identified connection 

between locations and public drinking complaints allowed 

New York police to target illegal social clubs. 

Participative 
Iceland used social media to engage citizens and crowd-

sourced ideas for its new constitution. 

Partnership-

based 

In France, a new vehicle registration system was initiated 

in partnership with authorized professionals (mechanics, 

car dealers) who took over the processing of vehicle 

registrations.  

Examples of Government Initiatives 

Copyright © 2013 Accenture. All rights reserved. 



Digital Government Vision 
Channels 

Face-to-face 

• Local Agents 

• Onsite visits 

Assisted 

• IVR 

• CSR 

• Chat 

Self-Service 

• Internet 

• Portal 

• ATM 

Dept A 

Dept B 

Dept C 

Dept D 

Private Partner A 

Private Partner B 

Private Partner C 

Constituents 

Digital 

Government 

consists of 

improving front 

end 

communication, 

transaction and 

collaboration with  

its constituents. 

 

Digital 

Government is 

not about building 

or redesigning 

internal functional 

applications.  
Others 

• Businesses 

• Gov’ts 

Copyright © 2013 Accenture. All rights reserved. 



Digital Government Vision: Some Best Practices 
Channels 

Face-to-face 

• Retail Agents 

• Onsite visits 

Assisted 

• IVR 

• CSR 

• Chat 

Self-Service 

• Internet 

• Portal 

• ATM 

Collaboration across government 

agencies provides for an efficient 

and citizen friendly solution 

Dept A 

Dept B 

Dept C 

Dept D 

Private Partner A 

Private Partner B 

Private Partner C 

Constituents 

Digital 

Government is 

about improving 

the front end 

communication, 

transaction and 

collaboration with  

its constituents. 

 

Digital 

Government is 

not about building 

or redesigning 

internal functional 

applications.  Others 

• Businesses 

• Gov’ts 

Lifecycle 
management 

Channel of choice 

One and done 

Proactive services 

Service bundling 

Open data concepts 

Public – private 
partnerships 

Participative 
Policies 

Participative 
government 

Analytics 

Work Flow 
Management 

Copyright © 2013 Accenture. All rights reserved. 



Role of ICT for Government of Singapore is a key driver in 
transforming relationships with Constituents and Businesses 

  

eGov2015 : a shift from a "Government-to-You" approach 

to a "Government-with-You" approach 

http://www.egov.gov.sg/egov-masterplans-introduction#egov
http://www.egov.gov.sg/egov-masterplans-introduction#igov
http://www.egov.gov.sg/egov-masterplans-introduction#egap2
http://www.egov.gov.sg/egov-masterplans-introduction#civilService


 Singapore eGov Vision for 2015 
• To be a Collaborative 

Government that Co-creates 
and Connects with Singapore 
People. 

• eGov2015 is about building an 
interactive environment where 
the Government, the private 
sector and the people work 
together seamlessly, through 
the enabling power of 
infocomm technologies. 

• The vision of a Collaborative 
Government will be achieved 
through three strategic thrusts, 
namely: 

1. Co-creating For Greater 
Value 

2. Connecting For Active 
Participation 

3. Catalysing Whole-of-
Government Transformation 

 



eGov 2015 relies on major programmes to be achieved 

For Citizens For Government 

The Government 

Cloud (G-Cloud) 

provides a resilient 

and secure ICT 

shared 

environment  

Collaborative 

social-

networking 

platform for 

public officers 

View of all 

government 

enterprise 

architectures to 

optimise 

government ICT 

assets 

Government as a 

service provider 

 

Government as a 

platform provider 

 

Consulting the public 

 

Inviting ideas from the 

public 

 

Transforming public 

sector infrastructure 

 

Transforming public 

sector capabilities 

One-stop mobile 

site to easily 

search for, 

identify, and 

access m-

services 

provided by the 

Government. 

One-stop official 

platform for to 

receive 

electronic 

correspondences 

from the 

Government 

Easy discovery 

of and access to 

publicly-available 

government 

datasets. 

Main goals to be 

achieved by 2015:  

Key programmes highlighted by Singapore 

http://www.egov.gov.sg/egov-programmes/programmes-by-citizens/data.gov.sg
http://www.egov.gov.sg/egov-programmes/programmes-by-citizens/oneinbox
http://www.egov.gov.sg/egov-programmes/programmes-by-government/cube
http://www.egov.gov.sg/egov-programmes/programmes-by-government/whole-of-government-enterprise-architecture-wog-ea
http://www.egov.gov.sg/egov-programmes/programmes-by-government/cloud-computing-for-government


Copyright © 2013 Accenture  All rights reserved. 30 Source: Government of South Korea website; United Nations 

South Korea’s government-wide enterprise architecture significantly 

reduced time to deliver services 

Description 

Enables sharing of information 

from 15,000 eGovernment 

systems of over 1,400 agencies 

through a single window 

 

Impact 

Reduced business procedures 

from 75 stages to 15 and 

processing times from 28 days 

to only 1 week 

 

Produced savings of $240 

million 

Moldova’s online 

portal of public 

policies’ traffic from 

inception to date 

 75  

 28  

 15  

 7  

Business
procedures

Processing times

Government-wide 

enterprise architecture 

reduced business 

procedures and 

processing times 



Copyright © 2013 Accenture  All rights reserved. 31 Source: Government of Moldova website; United Nations 

Moldova’s online portal of public policies enables citizen 

participation in decision making 

Description 

Harmonizes approach to policy 

making by various government 

ministries 

 

 

Impact 

Promoted citizens’ engagement 

by empowering them to 

contribute to government’s 

decision making 

 

Website traffic increased from 

2,000 unique visitors to over 

18,000 and growing 

 2.000  

 18.000  

Online 

portal of 

public 

policies’ 

traffic 

increased 

dramatically 

http://www.gov.md/public/files/imagini/comunicate/2013/iunie/25/IMG_0503.jpg
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Bahrain’s integrated service delivery platform achieved greater 

customer satisfaction 

Description 

Provides end-to-end public 

services through multiple 

channels such as: 

• government web portal  

• mobile portal and apps 

• national contact center 

• eService centers (eSC)  

• electronic self-operated 

kiosks 

• audio and video assistance 

for persons with disabilities  

 

Impact 

Customer satisfaction index 

increased from 80% in 2010 to 

92% in 2012 among citizens 

http://www.bahrain.bh/
http://www.bahrain.bh/mobile
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Nigeria’s 1-GOV.net improves collaboration and connectivity within 

government 

Description 

Provides shared services  

to entire federal government 

 

Impact 

Integrated 85% of ministries, 

departments and agencies into a 

secure network 

 

Connected 3,600 locations 

nationwide through voice and 

video conferencing 

 

Drove process automation, e.g., 

payroll, issuance of driver 

licenses 
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Singapore’s eGov data sharing empowers citizens to alert 

government of environmental issues 

Description 

Government agencies and 

universities share about 200 

datasets and maps with SG-

Data/GeoSpace and data.gov.sg 

as well as inform public via mobile 

and gaming platform 

 

Impact 

Helped to improve public services 

through photos of environmental 

issues taken and sent by citizens 

to government via mobile apps 

http://www.egov.gov.sg/egov-programmes/programmes-by-citizens/data.gov.sg

