Integrating e-Government Services Across
Multiple Government Agencies

One-Stop Portal of HKSAR Government - GovHK
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Evolution of eeGovernment

First Wave

Focus on infrastructure

Provide online information and services

Exploit Public Private Partnership

— Launch the Electronic Service Delivery (ESD) scheme
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Evolution of eeGovernment

Model of E-Government Service Delivery Under First Phase
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Evolution of eeGovernment

 Review conducted in 20035 to address the challenges
faced-—

— Governmententric delivery, silo approach
— Low utilisationof most egovernment services

— Potential of migrating customers online not fully

exploited
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New Strategy

e A new strategy for-@overnment service delivery endorsed
by the Egovernment Steering Committee (EGSC) chaired
by Financial Secretary in January 2005

— To develop a new orstop government portal to
facilitate access to both information and transacti
services

— To improve citizercentricity and increase utilization of
e-government services
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One-Stop Portal - GovHK

GovHK was officially launched on 3 Aug 2007

Key Features

 Emphasis on understanding the customers

— 0Ongoing customer research for content developnmmhuaability
of GovHK

e A strong Government brand

— One stop for comprehensive and latest
government information and services

— Meeting citizensneeds
— Offers quick and easy access to citizens
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One-Stop Portal - GovHK

Key Features

o Serviceclustering approach with ownership taken up by
relevant government bureau / departments
— 11 service clusters (e.g. Taxes & Duties, Employinetc.)

— 4 user groups (i.e. Residents, Business & Trade;rEsidents,
Youths)

e Collaboration among B/Ds and cross selling of s&win
different clusters

* Neutral platform open to different market players



Major Challenges Faced

* Cross departmental collaboration

 Integration of content and services from ove
100 government bureaux / departments a
public agencies

 Meeting the public needs and expectati
e Resources commitment




Local Recognition

 From September 2006 to April 2009
— dalily visits to GovHK rose from around 4 000 to
around 26,000
— average number of page views per visit also rasa fr
4.6 to 24.8

o Positive feedback from customers
— 87% : like GovHK and easy to use
— 83% : recommend GovHK to other
— 94% : will use GovHK again in the future



International Recognition

e Istrunnerup of "Best Practices e
Government" in the World-e
Government Mayors Forum 2008

 Web Marketing Associatios
“WebAward2008



| essons learnt

e Top-down approach
« Effective governance structure

« Strong central support
- Helpdesk services
- Web Content Management System
- Customer research and editorial support
- Financial assistance for initial development
- Middleware

« Effective stakeholder & change management



Looking ahead

e To continue enabling the Next Generation of Public
Services as set out in our Digital 21 Strategy



Looking ahead

The Government provides people with the services
they need, in an efficient, convenient manner,
which Is as pleasurable and straightforward as
dealing with the most custom@rendly

organizations in the commercial and voluntary
sectors.



Role of GovHK

e To users

GovHK can deal with 80% of usénseeds. It quickly
directs users to the right place to the rest af tneeds.

GovHK treats users as individuals. It rememberssise
preferences and makes helpful suggestions about
services and information that users might find ulsef

 To Bureaux/Departments(B/Ds)

GovHK provides B/Ds with a cogffective and fast way
to improve delivery of services to their customamsl to
boost usage of convenient and efficient online oleém

e.g. minimizes barriers to adoption eG®vernment
services, uses CRM techniques, enhances sharadespd

creates new crogdepartmental online services



myGovHK

Key features:

* Provide personalised user account

e Act as onestop access to all government services
supported by the Multiple Application RegistratiSarvice

o (Offer other value added services
 Enhance community bonding
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