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Digital technology is the biggest story in business today ...

Market Capitalisation GDP
$1.86 trillion $1.86 trillion

Alibaba Group
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We have had 50 years of Moore’s Law

Digital “power”

Metcalfe's Law:
Value of a network is
proportional to the

square of the number of

nodes

Moore’s Law:

1965

2015

Time
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Price performance of
computers doubles
every 2 years
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Components have reduced dramatically in size and cost...

‘ . P-W-‘.’rm 3%
it 10 -1 Gl 151,25!'\ - \(

MAOIARGATBA LS vt iy

AN 1

.‘ | \l' 0\
\ |‘ | \ \1 \\ | \l||| \‘.\\ \. H l.' \\ ‘o'

Ay
‘|l'

'3
RO b M M

3
3

-
-
-
-
_—
-
;
-
-
-
-
.

Nl i3

-

12

Tue Boston CoNsULTING GROUP

rved.

Copyright © 2016 by The Boston Consulting Group, Inc. All rights rese



...which means anything of value can have its own IP address
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Four mega trends will lead the next generation of digital
technologies
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Stacked architectures enabled by digital technologies will
reduce the cost to serve citizens

These four megatrends will fracture ...creating stacked architectures, lowering
value chains... the cost of digital for governments
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Government Digital Survey - 2016
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BCG surveyed 13,570 internet users across 21 countries on
their use of digital channels for government services
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Developed countries: USA, UK, France, Netherlands, Denmark, Australia, Singapore, Norway, Germany, Estonia, Sweden, South Korea, Hong Kong, New Zealand
Developing countries: KSA, UAE, Russia, Malaysia, Indonesia, China, India,
Source: BCG 2016 Digital Government Satisfaction Survey
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We sampled around 2,000 internet users in four South Asian
countries: India, Malaysia, Singapore and Indonesia

Sample size by country

Sample size in '000
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About 85% of respondents used the internet many times a day

86% respondents access internet for personal use
more than once daily

% respondents 100
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Source:BCG 2016 Digital Government Satisfaction Survey
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About 85% use three or more devices to access online
services

Majority of respondents use more than 1 device to access internet

30 - 85%
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Source:BCG 2016 Digital Government Satisfaction Survey
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Mobile Rules - phones have overtaken PCs and we will see the
rise of tablets, Smart TV and wearable devices

Laptop PC
Desktop PC

~ Tablet/iPad
Smart TV

Game console
Mobile phone

E-reader / Kindle

- Current access - Future access

Source:BCG 2016 Digital Government Satisfaction Survey
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South Asian citizens regularly access government services

online ...

% respondents
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... With users accessing many government services

Average number of services per respondent
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[ ] Average no. of services used
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Since 2014, more citizens are accessing online government
services more often — especially Indonesia and Malaysia
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Accessing information, making payments and employment

services are most widely used

Online channel most used for information,
payments and employment

Accessing real-time public information services

Filing tax returns, assessments or submissions

Making payments for taxes, rates, fines or penalties
Registering or using a job search or employment service
Searching, registering or updating a vehicle registration
Searching, registering or accessing healthcare records
Applying for or renewing a passport

Updating address or contact details when moving home

Searching, registering or updating company details
Accessing, enrolling or interacting with a
public education institution

I I I 1

O 20 40 60

% respondents

M Top 10 most used

Source:BCG 2016 Digital Government Satisfaction Survey
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/8% respondents believe online government services have
Improved over time

% respondents
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Significant difference in perceptions of quality of online
government services compared to private sector
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Countries tracked since 2014 have mostly shown significant
Improvement in citizen satisfaction
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Efficiency benefits and government savings are the strongest
motivators for digital services

Motivations
Eligibility for
service Eligibility for a benefit or service
| don’t have to visit government offices
I have to fill out fewer forms
Efficiency and

ease of service | spend less time on the phone to government departments

Government services are provided faster

Having my information pre-filled the next time | use a government service

Personalisation The government uses personal data to better target services
of services Possibility to receive personalized information/offers
Health policy improves with the help of my anonymous health data

I iEnie; T t opti i ith the help of my location dat
services ransport options improve wi e help of my location data

Companies’ products or services improve with the help of my

Social benefit  Social problems are better addressed with the help of my anonymous data

Government The government saves money
savings

0
I Agree Y% respondents

Source: BCG 2016 Digital Government Satisfaction Survey
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Government’s use of digital technologies
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Digital technologies will improve the efficiency of infrastructure
Mapping the unmapped

Cote d'lvoire
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Public data can describe the mobility of citizens
Orange: 2.5 billion call records in Céte d’lvoire

Mobility network Communication network
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Open data saves citizens time, improving infrastructure use
IBM Research: Optimizing the bus network in Abidjan, Cote d’lvoire

Current bus network

Travel volume to one destination
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Off-network travel

Four new routes proposed. No additional resources required
10% reduction in city-wide travel times
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Streamlining the passport process saves Malaysian citizens
up to 3 weeks in obtaining passports

Up to 3 weeks

By
Qi vl

SENiIiC

1 hour while you wait
: Photo Issue
Electronic :
o and data and print
Application :
matching passport
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Digital technologies will enter the public sector as “employees”

NarrativeScience /

Automated Narrative Generation Quill™ Salutions

Pros e Press & News

Everts

Interested in talking to Narrative Science for your publication? Please call (312) 533-2436, =mall us or send a
message through our con!

MIT
Technology
Review

Robot Journalist Finds New Work on Wall Street »

Software that was first put 1o work w as now found another career
option: drafting reports for financial giants and U.S, intelligence agencies.
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Machines will also invade the public sector

F()rbes v New Posts Most Popular 2 Free Issues of Forbes _

Login Signup Connect §J I > Privacy Terms  AdChoi

INTELLIGENT SECURITY SOLUTIONS

from Symantec » Learn more #GoKnow HOShAad, you ve ot ®Symantec

2/13/2015 @ 10:00AM = 63 views

FirstEnergy EPS Estimates
aoved In Past Month

Narrative 4
Science

=3 Narrative Science By Narrative Science
Share FOLLOW + Comment Now + Follow Comments
full bio -+ . . 1
SR Leading up to FirstEnergy’s announcement of its
fourth-quarter earnings on Tuesday, February 17, 2015, INTELLIGENT
analysts have become more bullish as expectations have SECURITY SOLUTIONS
@ e improved over the past month from 72 cents per share from Symantec
to the current projection of earnings of 75 cents per > Ui o

share.
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Governments can use existing platforms to gain speed and
reduce cost. Kuwaiti farmers using Instagram to trade sheep
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The blockchain will revolutionise the way that public records
are managed, including economically vital records

4 N N [ N A
Block 51 Block 52 Block 53 Block 54
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000000985Twwy  w] 000000zEVERS = 000000900 1hix  w] 000000]jE3xgd S
"} Previous block: . Previous block: . Previous block: . Previous block:
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D945wid P2qsx087 abbTbxxg bn243a0201
Transacton Transacton Transacton
VCA232v32 001hk009 340iu9Ba Alice > Bob
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Government processes

Procurement and contracting
Citizen identity

Military purchases, including quality
controls

Asset tracking

Property titles
Supply chain for high value goods

Financial transactions
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There are a number of success factors for digital government

Public infrastructure

<! Broadband access

<! Cellular coverage

<! Education — school education as well as for adults

+# Use and publish data as a piece of public infrastructure

Confidence that online transactions will be completed
<! Close transactions immediately if possible

«* Track longer transactions by email or online

+* Privacy and security considerations

up, Inc. All rights reserved.

___________________________________________________________________________________________________________________________________________

Invest according to a nationally coordinated roadmap
w==_| < Long term strategy for the adoption of digital technologies

e "‘) <+ Define an enterprise architecture to guide investments across departments

«: Define an information architecture to guide data harvesting and analysis

Copyright © 2016 by The Boston Consulting Gr
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Most organisations never fully realise the value of digital
Initiatives

A

Value/
benefit » ______ - Great programs
Untapped 2-5x value
potential
5'-\ - Good programs
Go-live /
>
Time
v . Poor programs
— . . .- .
—— — 4@ EL Most common scenario (~70-80% of programs)

Most organisations aim for good but still fall short

Source: BCG case experience
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Finally, a modern digital experience will rely on modernising

legacy core systems

OVER-INVEST
IN THE
RIGHT

PEOPLE
AND

CAPABILITIES

FROM DAY
ONE

TRANSFORM

THE BUSINESS,

NOT JUST THE
SYSTEMS

ACTIVELY
MANAGE THE
STAKEHOLDER
ECOSYSTEM

PLAN AND
EXECUTE FOR
VALUE

L

0000

4

SET UP A
PROACTIVE,
ENABLED
GOVERNANCE
CAPABILITY
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SELECT
THE RIGHT
DELIVERY
APPROACH
AND
PARTNERS
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