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Preface 
 
 
In a world characterised by rapid change driven by globalization, the knowledge-based 
economy poses some challenges but also opportunities for the private sector and the 
public sector alike. According to the Organization for Economic Cooperation and 
Development, Knowledge Management (KM) has for some time been at the core of 
government tasks - inseparable from strategy, planning, consultation and 
implementation. Nevertheless, indications are that the public sector has been falling 
behind in these practices, compared to the private sector. This realization has prompted 
some governments to put KM high on their policy agendas.  
 
For citizens, the benefits to be reaped from KM include better services, more choices, 
more personalization and greater accountability of how their money is spent. For the 
organization, KM provides the major benefit of improving the organization’s performance 
through increased efficiency and innovation. But for these benefits to occur, the back 
office processes must be in place. KM is founded on the notion that the organization’s 
most valuable resource is the knowledge of its people. This year’s Survey therefore 
looks at the issue of connected governance from the perspective of how governments 
manage and how they should manage their back office processes. 
 
Part II of the Survey therefore, examines the idea of connected governance as the 
means to achieve maximum cost savings and improved service delivery. The underlying 
principle is to improve the internal workings of the public sector by reducing financial 
costs and transaction time, to better manage the work flow and processes, to improve 
institutional linkages between different government agencies, ministries and units and 
enable a better flow of resources and allocation of responsibilities to promote the 
delivery of public services.   
 
By bringing issues of connected governance to the mainstream of development thinking, 
the Survey intends to stimulate thinking and debate around an important issue: that e-
government has great potential for public sector transformation.  
 
We hope that in doing so it will contribute to a better understanding of the multifaceted 
challenges of e-government and connected governance by decision makers around the 
world. 
 
 
 
 
 
     Guido Bertucci 
     Director 
     Division for Public Administration 
     and Development Management 
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HDI  Human Development Index 
HP  Hewlett Packard 
IT  Information Technology  
ICT  Information and Communication Technologies 
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Executive Summary 
 
A trend towards reforming the public sector has emerged in many countries in recent 
years spurred, primarily by the aspirations of citizens around the world, who are placing 
new demands on governments. The success of government leaders is increasingly 
being measured by the benefits they are creating for their constituents, namely, the 
private sector, citizens and communities. These ‘clients’ of government demand top 
performance and efficiency, proper accountability and public trust, and a renewed focus 
on delivering better service and results.   
 
Several countries around the world are attempting to revitalize their public administration 
and make it more proactive, efficient, transparent and especially more service oriented. 
To accomplish this transformation, governments are introducing innovations in their 
organizational structure, practices, capacities, and in the ways they mobilize, deploy and 
utilize the human capital and information, technological and financial resources for 
service delivery to citizens. In this context, the appropriate use of ICT plays a crucial role 
in advancing the goals of the public sector and in contributing towards an enabling 
environment for social and economic growth.  
 
E-government can contribute significantly to the process of transformation of the 
government towards a leaner, more cost-effective government. It can facilitate 
communication and improve the coordination of authorities at different tiers of 
government, within organizations and even at the departmental level. Further, e-
government can enhance the speed and efficiency of operations by streamlining 
processes, lowering costs, improving research capabilities and improving documentation 
and record-keeping.  
 
However, the real benefit of e-government lies not in the use of technology per se, but in 
its application to processes of transformation. 
 
This year’s e-Government Survey 2008: From e-Government to Connected Governance 
presents an assessment of the new role of the government in enhancing public service 
delivery, while improving the efficiency and productivity of government processes and 
systems. It comprises two parts: Part I presents the findings of the United Nations e-
Government Survey 2008 while the ‘how to’ approach connected governance is the 
focus of Part II of this year’s Survey. 
 

The United Nations e-Government Survey 2008 
 
The results of the Survey indicate that governments are moving forward in e-government 
development around the world. However, given the high demands placed by e-
government on a multitude of foundational pillars which include prerequisites of 
infrastructure, appropriate policies, capacity development, ICT applications and relevant 
content that need to be in place to fully implement e-government services, progress is 
slow. Only a few governments have made the necessary investment to move from e-
government applications per se to a more integrated connected governance stage. 
 
In terms of connectivity, a robust broadband network is critical to the roll out of e-
government applications and services. In this year’s Survey, the governments that 
invested in broadband infrastructure scored relatively high. A closer look at the 
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infrastructure index reveals that investment in cellular phones has been dramatic over 
the past three years in both the developed and developing countries. Another issue that 
came to the forefront is that back office operations need to be seamlessly integrated into 
one system for effective governance. This was reflected in the Survey from the 
experience of a number of countries from Northern Europe that revamped their national 
and ministries’ websites towards an integrated program delivery. 
 
There were large differences between the five regions in terms of e-government 
readiness, with Europe (0.6490) having a clear advantage over the other regions, 
followed by the Americas (0.4936), Asia (0.4470), Oceania (0.4338) and Africa (0.2739). 
Asia and Oceania were slightly below the world average (0.4514), while Africa lagged far 
behind. 
 
This year Sweden (0.9157) surpassed the United States as the leader. Three 
Scandinavian countries took the top three spots in the 2008 Survey, with Denmark 
(0.9134) and Norway (0.8921) in second and third place respectively. The United 
States (0.8644) came in fourth. 
 
In this year’s e-government readiness rankings, the European countries made up 70 per 
cent of the top 35 countries while the Asian countries made up 20 per cent of the top 35. 
A large part of the success of the European countries has been their investment in 
infrastructure and connectivity, most notably in broadband infrastructure. It is worth 
noting that in this year’s Survey, there were no countries in the top 35 from the African, 
Caribbean, Central American, Central Asian, South American and Southern Asian 
regions. 
 
In terms of citizen engagement, the e-participation index indicated a modest upward 
movement with 189 countries online in 2008 as compared with 179 in 2005. A greater 
number of countries were in the middle to top one third in e-participation utilization. 
However, 82 per cent of the countries surveyed still remained in the lower one third 
bracket. 
 
The United States scored the highest on the e-participation index. This was primarily 
due to its strength in e-information and e-consultation, which enabled its citizens to be 
more interactive with their government. It was closely followed by the Republic of Korea 
(0.9773), which performed extremely well in the e-consultation assessment. Denmark 
(0.9318) and France (0.9318) were tied for third place.   
 

From e-Government to Connected Governance 
 
The management of knowledge is of increasing importance to governments in their effort 
to deal with the growing challenges created by the knowledge economy. The essence of 
knowledge management (KM) is to provide strategies to get the right knowledge to the 
right people at the right time and in the right format.1 KM is based on the idea that an 
organization’s most valuable resource is the knowledge of its people.  
 
The three aspects of public sector KM that need to be considered when effecting KM 
strategies are: people, processes and technology. Identifying the right processes to 

                                                 
1 Milton, N., Shadbolt, N., Cottman, H. and Hammersley, M. (1999), “Towards a knowledge technology for knowledge 
management”, International Journal of Human-Computer Studies, Vol.51, pp.615-641. 
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capture, store and share knowledge is an essential aspect of KM, as is the identification 
and build up of the appropriate hardware and software which fits the organization’s 
people and processes. But perhaps the most important aspect of KM is the people 
aspect.  
 
Public organizations have traditionally been compartmentalised. One of the most basic 
notions in KM is therefore that of connecting the ‘silos’. Silo in KM refers to the self-
contained organizational unit, which has little or no communication with the other units of 
the organization. 
 
With respect to human resources, the Survey stresses the importance of: building an 
environment that instils trust among employees. This in turn implies the selection and 
development of leaders who promote information sharing. Effective knowledge sharing 
requires rewarding those who input information into the system by establishing a formal 
structure of incentives and rewards. Information sharing results in reduced information 
costs. As a result of reduced information costs, the new public sector organization is in 
an advantageous position vis-à-vis its predecessor organization.  
 
Employees also have embedded knowledge of the organization’s values and objectives, 
so they must be encouraged to use their own creativity and innovation to turn their ideas 
into valuable products and services. Innovation is an ongoing process in an organization 
which guides the organization in defining problems and then developing new knowledge 
for their solution. The leaders therefore must put in place strategies that encourage 
creativity and innovation among employees. They must also ensure better use of the 
knowledge that exists within the organization by sharing best practices and developing 
communities of practice. 
 
Another dimension of KM is that of Customer Relationship Management (CRM), which 
revolves around the issue of enhancing customer focus and building relationships with 
private sector partners. 
 
Yet, another dimension of KM revolves around the issues of confidentiality, data integrity 
and availability of information. While confidentiality deals with the unintentional 
disclosure of information outside the authorized parameters and data integrity assures 
the trustworthiness of the information, availability ensures that the information is made 
available to requesting authenticated clients.  
 
The benefits of KM for an organization come in the form of increased productivity, 
efficiency, innovation and quality of public service delivery. The successful application of 
KM practices raises the awareness of leaders and managers, and also of frontline 
personnel of the advantages that KM can bring to an organization. At the individual level, 
KM practices provide opportunities to employees for career enhancement and 
development. 
 
As a way of summing up the preceding discussion, the Organization for Economic 
Cooperation and Development (OECD) has reported that e-government initiatives have 
in recent years been refocused on a number of issues, such as how to collaborate more 
effectively across agencies to address complex intra-government and shared problems 
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within and among the agencies, and how to enhance customer focus and build 
relationships with private sector partners.2 
 
Drawing on OECD’S observations, governments around the world are realizing that 
continued expansion in e-services is not possible without some kind of integration of 
back-end government systems. Whereas earlier the emphasis of e-government was 
mostly on developing e-services, the increasing importance of cross-organizational 
coherence today has clearly shifted the focus towards building and managing, integrated 
and coordinated government services. This is critical, since a lack of coordination in 
policy decisions and announcements can play a considerable role in undermining policy 
objectives and also weakening the credibility of institutions and policies.   
 
In an attempt to keep current in examining emerging issues, Part II of the Survey 
therefore assesses the challenges in moving from e-government to connected 
governance. The Survey postulates that governments are increasingly looking towards 
e-government-as-a-whole concept which focuses on the provision of services at the 
front-end supported by integration, consolidation and innovation in back-end processes 
and systems to achieve maximum cost savings and improved service delivery. The 
distinguishing characteristic of the whole-of-government approach is that government 
agencies and organizations share objectives across organizational boundaries, as 
opposed to working solely within an organization. 
 
The concept of connected government is derived from the whole-of-government 
approach which is increasingly looking towards technology as a strategic tool and as an 
enabler for public service innovation and productivity growth.  
 
Connected or networked governance3 revolves around governmental collective action to 
advance the public good by engaging the creative efforts of all segments of society. It is 
about influencing the strategic actions of other stakeholders. 4 ICT-based connected 
governance efforts are aimed at improved cooperation between government agencies, 
allowing for an enhanced, active and effective consultation and engagement with 
citizens, and a greater involvement with multi-stakeholders regionally and internationally. 
 
This emerging approach to public sector service delivery stipulates the need to move 
from the model of government dispensing services via traditional modes to an emphasis 
on an integrated approach focusing on enhancing the value of services to the citizen. 
 
A by-product of this focus on the value for citizen is the recognition that an increase in 
the value of services is not possible without consolidating the way the back-end systems 
and processes work to bring about the front-end service delivery.  
 
The new approach maintains that genuine cost savings and quality improvements will 
occur only if there is a re-engineering of the internal structures and processes of the 
administration towards a connected form of governance. Connected governance is 
aimed at improving cooperation between government agencies, deepening consultation 
and engagement with citizens, and allowing for a greater involvement with multi-

                                                 
2 OECD The e-government imperative: main findings, OECD Observer Report, www.oecd.org/publication/Pol_brief, 2003 
3 In this Report, connected government and networked government are used interchangeably. 
4 Robert D. Atkinson. ‘Network Government for the Digital Age’. Progressive Policy Institute Policy Report. May 1, 2003.  
http://www.ppionline.org/ppi_ci.cfm?knlgAreaID=140&subsecID=290&contentID=251551. 
Accessed 26 November 2007. 
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stakeholders regionally and internationally. Underlying the concept of connected 
governance is a systematic approach to collection, reuse and sharing of data and 
information. However, it is essential to understand how ICT can contribute to realizing 
these goals of public sector reform. 
 
Within the connected governance framework, intergovernmental processes can be 
integrated vertically between various government agencies and/or horizontally between 
agencies at the same level and/or with the inclusion of private sector and other 
stakeholders. 
 
What is important is to think about connected governance with a view towards the re-
engineering of technology, processes, skills and mindsets of public officials in the 
government within a holistic framework. 
 
In practice, in the area of connected governance and back office integration, there is a 
continuing gap between what is promised and what is delivered – both to governments 
and to citizens. 
 
Comparative examinations of country performances begin from the premise that no two 
countries are alike and that national trajectories will be shaped by variables both within 
the public sector (including multiple levels of government) and across society at large. 
As a result, there is some invariable tension between mapping out global e-government 
trends and specific national trajectories and how they relate to such trends. In order to 
help frame this broad assessment, three main phases of e-government strategy and 
activity are put forth as ways of encapsulating the main focus of e-government on the 
one hand, and the major challenges facing public sector leaders and all stakeholders in 
pursuing e-government on the other hand. The three (interrelated and often overlapping) 
phases are as follows: 
 

! Infrastructure: Creating an information infrastructure both within the public sector 
and across society at large, one based upon reliable and affordable Internet 
connectivity for citizens, businesses and all stakeholders in a given jurisdiction; 

 
! Integration: Leveraging this new infrastructure within the public sector in order to 

better share information (internally and externally) and bundle, integrate, and 
deliver services through more efficient and citizen-centric governance models 
encompassing multiple delivery channels; and 

 
! Transformation: Pursuing service innovation and e-government across a broader 

prism of community and democratic development through more networked 
governance patterns within government, across various government levels and 
amongst all sectors in a particular jurisdiction. 

 
In shifting from infrastructure to integration and then to transformation, a more holistic 
framework of connected governance is required. Such a framework recognizes the 
networking presence of e-government as both an internal driver of transformation within 
the public sector and an external driver of societal learning and collective adaptation for 
the jurisdiction as a whole. Accordingly, both developed and developing countries are 
increasingly seeking to articulate a vision of e-government that encompasses these 
multiple layers in a cumulative manner. In other words, a basic and continually upgraded 
infrastructure is required to facilitate integrative opportunities for delivering services and 
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engaging citizens, whereas the exploitation of such opportunities demands engagement 
and participation among all stakeholders in order to foster more systemic transformation 
individually, organizationally and institutionally.  
 
Drivers for integration arise at the operational and strategic levels. Typically these 
encompass achieving cost savings, improving service delivery and efficiency, creating 
service innovation, improving central control and decision-making/resource allocation 
and the desire either political or operational, to modernize public service delivery. Where 
there are clear drivers for change, clearly articulated benefits and a clearly defined 
scope, the successful integration of back office functions is more likely to be achieved. 
 
The primary delivery modes for back office integration include in-house delivery, a 
strategic partnership model and through outsourcing. Each of these modes has differing 
strengths and weaknesses in terms of the acquisition and utilization of resources 
(technological, financial and people) and the likely impact on benefits realization. Models 
of back office integration, irrespective of the delivery mode, fall into three broad 
categories: single function integration, cross functional integration and back office to 
front office integration.  
 
The level of complexity, expressed in terms of the number of functions within the scope 
and the number of organizations involved, is the primary factor influencing a successful 
outcome – with a tendency amongst the more ambitious projects to fail to deliver the full 
anticipated benefits. The key variables involved in the delivery of back office integration 
are the people, process and technology required. Whilst the technology is increasingly 
resilient and ‘fit for purposes’, evidence indicates that success or failure is less a 
technological issue and more a people issue – in particular the ability to change public 
service cultures and motivate public sector workers to new ways of working, address 
trade union concerns and provide adequately skilled and competent management and 
leadership. 
 
Connected governance provides better organized, aligned and often integrated 
information flows, new transactional capacities, as well as new mechanisms for 
feedback, consultation and more participative forms of democracy. For those engaged in 
the management and delivery of public administration, it is about driving down costs and 
improving the effectiveness and efficiency of ‘back office’ functions and the basic 
machinery of government. For those working at the transnational level, it is about 
removing the barriers to international cooperation and development and creating an 
agenda of connected governance globally. For the various stakeholders, different facets 
will provide the driver for change and the motivation to engage with e-government and 
the modernisation agenda.  
 
Although much of the developing world continues to struggle with deeper challenges 
rooted in infrastructure, there are growing examples of integration and transformation as 
well. A critical mission for the world as a whole is therefore to leverage the positive 
experiences of those jurisdictions that have embraced transformative change into 
endogenous capacities for connected governance that can be embraced and nurtured 
by the widest possible number of communities and countries around the world. Rising 
levels of commerce and human mobility also reinforce the notion of interdependence, as 
immigration, security, environmental and global health systems become more closely 
intertwined. E-government from a global perspective can accordingly be seen as a 
central dimension of the world’s capacity to respond collectively – in terms of information 
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sharing and learning and shared capacities for action. In an era of environmental, 
economic and technological interdependence, a much greater degree of political 
interdependence is also required, rendering e-government as much a global as a 
national imperative. 
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Chapter I 
Introduction 

 
In the current era of technological advancement that is taking place all over the world, a 
new kind of rationalization has been introduced in the public sector by the use of modern 
information and communication technologies (ICTs). Increasingly the use of ICT tools 
and applications is leading to transformational shifts in public policy, processes and 
functions. E-government is being deployed not only to provide citizen services but for 
public sector efficiency purposes, improving transparency and accountability in 
government functions and allowing for cost savings in government administration. ICTs 
are changing the way the government does business for the people. In this context, e-
government is seen to be a lever for the transformation of government. 
 
Most governments around the world started their e-government initiatives with a focus 
on providing information and services to the citizen while service delivery platforms 
remained separate and parallel across various government agencies. In this model, 
service delivery was built around individual agency functions, structures, information, 
systems and capabilities. With the private sector leading the way, advances in 
accessibility and a greater use of technology have allowed an expansion of innovative 
ICT solutions. Now citizens and businesses around the world are increasingly 
demanding that their governments follow suit. Citizen groups have come to expect a 
24/7 convenient user interface with ease of use, in a language the user understands and 
which is tailored to individual needs.  
 
At the government’s end, with more services online has come the realization that 
continued expansion and improvement of online services is not possible without the 
integration of government systems.  
 

The Need for Connected Governance 
 
As an increasing array of public services is being brought online each year, a service 
delivery plateau is being reached in many countries around the world. Concomitant with 
this ongoing development is an increasing recognition that the new technologies need to 
be diverted towards improvements in service delivery through the integration of 
government processes which provide these services.  
 
The focus on service delivery is becoming intertwined with an emphasis on achieving 
cost savings and enhancing efficiency. The role of ICT in public service delivery is 
accordingly being revisited to enable effective inter-organizational linkages and 
consolidation of government systems. ‘While initially the political and managerial focus 
was on developing e-services within each public institution, with limited consideration 
being given to cross-organizational coherence, the focus today has clearly shifted 
towards coordinated services offering one-stop shops to citizens and businesses.’5 
Advances in technology have ushered in an era of new thinking about increasing 

                                                 
5 OECD. e-Government as a Tool for Transformation. 2007. p 16. 
http://www.olis.oecd.org/olis/2007doc.nsf/8d00615172fd2a63c125685d005300b5/c5bfb886ebcafe06c12572ac0057513c/$
FILE/JT03224646.PDF. Accessed 5 October 2007 
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integration in service delivery based on commonality of infrastructures, data and 
business processes.6   
 
The need for the consolidation7 of government systems also stems from the fact that ICT 
tools have the ubiquitous power to make time and distance irrelevant thereby increasing 
manifold the efficacy of public service delivery. The Internet and the World Wide Web 
eliminate boundaries and allow for integrated services to be available 24/7 while 
promoting faster and efficient connection between agencies, processes and systems. 
 
Moreover, in the last few years ICTs have become increasingly affordable. As 
technologies have advanced, the cost of infrastructure and accessibility has drastically 
been reduced around the world. For example, broadband prices for DSL connections 
across 30 developed countries fell by 19 per cent while the speed of connection 
increased by 29 per cent in 2006.8 Reduction in the costs has led to a jump in the 
adoption of new technologies in many developing countries as well, without the national 
governments having to incur heavy investment in land-based infrastructure. In particular, 
mobile telephony has increased manifold in the last few years allowing for an 
unprecedented accessibility for the average user. For example, cellular subscribers 
increased more than threefold in Cote d'Ivoire from around 473,000 in 2000 to 1.53 
million in 2004. In the Central African Republic the increase in cellular subscribers was 
even more dramatic during the same period: from 4,000 in 2000 to 60,000 in 2004. As 
with cellular telephones, the use of the Internet has gone up exponentially, even in 
developing countries. In Guyana for example, in the last few years Internet users have 
gone up from a negligible 500 in 1996 to 145,000 in 2004.9 
 
Innovations in information and communication technologies have also provided an 
opportunity for effective working modalities across government agencies. Whereas at an 
early stage ICT was viewed as an important tool for improving efficiency, as 
organizations become more mature and more complex, the role of ICT needs to evolve 
to enable inter-organizational linkages and, with it, the need for e-government 
coordination.10 As such, ICT is being viewed as a key tool to bring about a change in 
service delivery approaches. 
 

The Second Generation e-Government Paradigm 
 
The emerging ICT-for-development approach towards public sector transformation is 
creating new perceptions about government and governance. The twin objective of 
achieving further improvements in service delivery and efficacy in government 
functioning is bringing about a rethinking of the role of ICT. Governments are 
increasingly looking towards e-government-as-a-whole concept which focuses on the 
provision of services at the front-end, supported by integration, consolidation and 
innovation in back-end processes and systems to achieve maximum cost savings and 
improved service delivery.  
 
                                                 
6 OECD. e-government for Better Government. 2005. http://puck.sourceoecd.org/vl=16470954/cl=30/nw=1/rpsv/cgi-
bin/fulltextew.pl?prpsv=/ij/oecdthemes/99980096/v2005n30/s1/p1l.idx Accessed 2 Nov 2007. p 132. 
7 Integration and consolidation are being used interchangeably in this chapter. 
8 BBC News. 16 July 2007. http://news.bbc.co.uk/2/hi/technology/6900697.stm Accessed 26 November 2007. 
9 UNDESA. Statistics Division. http://unstats.un.org/unsd/cdb/cdb_help/cdb_quick_start.asp Accessed 26 November 
2007. 
10 OECD. e-government for better Government. 2005. http://puck.sourceoecd.org/vl=16470954/cl=30/nw=1/rpsv/cgi 
bin/fulltextew.pl?prpsv=/ij/oecdthemes/99980096/v2005n30/s1/p1l.idx Accessed 2 Nov 2007. p 132. 
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Back office refers to the internal operations of an organization that support core 
processes and are not accessible or visible to the general public.11 These are 
government functions that normally do not interact with outside entities12 and involve 
such diverse tasks as calculating benefits or enforcement of environmental laws. The 
term front office refers to government as its constituents see it, meaning the information 
and services provided and the interaction between government and both the citizens and 
business.13 In general, front office processes are often labelled ‘services’, though service 
delivery has both front and back office components. The element of contact in service 
processes fundamentally distinguishes them from the more production oriented 
processes in the back office.   
 
The whole-of-government concept refers to ‘public service agencies working across 
portfolio boundaries to achieve a shared goal and an integrated government response to 
particular issues.’14 The distinguishing characteristic of the whole-of-government 
approach is that government agencies and organizations share objectives across 
organizational boundaries, as opposed to working solely within an organization. It 
encompasses the design and delivery of a wide variety of policies, programmes and 
services that cross organizational boundaries.15 The whole-of-government concept is a 
holistic approach to ICT-enabled public sector governance.  
 
Within the ambit of the whole-of-government approach, the focus of the second 
generation e-government initiatives has shifted from the provision of services to the use 
of ICTs to increase the value of services. As Figure 1.1 indicates the approach to public 
sector service delivery has evolved over time from the traditional model of government 
dispensing services via traditional modes to an emphasis on e-government and e-
services per se, to an integrated approach for enhancing the value of services to the 
citizen. In many countries around the world, public sector development strategies are 
being revisited to address the question: how can the value of the public services be 
enhanced?  
 
Figure 1.1.  Evolving Approach to Public Service Delivery 
 
 

   Traditional Government       e-Government      Connected 
                                                                                                               Government 
  
       
           
 
      Traditional Modes of                   e-Services                Value of Services 
         Service Delivery 
 

                                                 
11  E-Government for Better Government. OECD e-Government Studies. 
http://puck.sourceoecd.org/vl=16470954/cl=30/nw=1/rpsv/cgi-
bin/fulltextew.pl?prpsv=/ij/oecdthemes/99980096/v2005n30/s1/p1l.idx. Accessed 22 November 
12 http://bridgefieldgroup.com/bridgefieldgroup/glos1.htm 
13 13 E-Government for Better Government. OECD e-Government Studies. 
http://puck.sourceoecd.org/vl=16470954/cl=30/nw=1/rpsv/cgi-
bin/fulltextew.pl?prpsv=/ij/oecdthemes/99980096/v2005n30/s1/p1l.idx. Accessed 22 November 
14 For a whole-of-government concept see Connecting government: Whole of Government Responses to Australia’s 
Priority Challenges. Management Advisory Committee Report 4. 2004.  
http://www.apsc.gov.au/mac/connectinggovernment.htm. Accessed 20 November 2007.  
15 For a whole-of-government concept see Connecting government: Whole of Government Responses to Australia’s 
Priority Challenges. Management Advisory Committee Report 4. 2004.  
http://www.apsc.gov.au/mac/connectinggovernment.htm. Accessed 20 November 2007. 
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A corollary of the focus on the value for citizen is the recognition that an increase in the 
value of services is not possible without consolidating the way the back-end systems 
and processes work to bring about the front-end of service delivery. The new approach 
maintains that genuine cost savings and quality improvements will occur only if there is a 
re-engineering of the internal structures and processes of the administration.16 There is a 
growing recognition that using a broader spectrum of delivery channels enabled by ICT 
is better suited to delivering individually-tailored, high-quality services to users while at 
the same time, allowing for the harvesting of efficiency gains through effective service 
delivery. 
 
Despite a shift in the approach, however, it should be borne in mind that the goal 
remains the same: better service delivery for the citizen. The emerging paradigm shifts 
the focus from the provision of service delivery to provision of service delivery with value. 
In other words, the new approach is about government for more with less.  
 
The emerging paradigm maintains that to achieve greater value in service delivery and 
reduce costs, integration and redesign of government organization and processes is a 
necessity. 
 

From e-Government to Connected Governance: A Framework 
 
Advances in technology have ushered in an era of new thinking about increasing 
integration in service delivery based on commonality of infrastructures, data and 
business processes. The focus on strengthening the interlinkages between e-
government and connected government is forming the underpinnings of the new e-
government strategies in many developed countries. In many countries the cornerstone 
of the e-government strategy is becoming service innovation achieved by moving to 
multichannel service delivery and a better use of back-end processes and systems. This 
is creating a drive towards more collaborative models of service delivery that can be 
referred to as connected government or networked government.17 One of the diktats of 
this new paradigm is that government agencies rethink their operations to move from 
being system-oriented to chain-oriented with respect to their structure, functioning, skills 
and capabilities, and culture and management.18   
 
The concept of connected government is derived from the whole-of-government 
approach which is increasingly looking towards technology as a strategic tool and as an 
enabler for public service innovation and productivity growth.  
 
Connected or networked governance19 involves the governmental promotion of collective 
action to advance the public good, by engaging the creative efforts of all of society. It is 
about influencing the strategic actions of other stakeholders.20 ICT-based connected 
                                                 
16 Jeremy Millard. ePublic Services in Europe: Past, Present and Future, Research Findings and New Challenges. Final 
Paper, Prepared for the Institute for Prospective Technological Studies (IPTS), September 2003, 
ftp://ftp.cordis.europa.eu/pub/ist/docs/epublic-services.pdf. Accessed 9 Nov 2007 
17 OECD. ‘E-Government for Better Government’. 2005. 
http://puck.sourceoecd.org/vl=16470954/cl=30/nw=1/rpsv/cgi-
bin/fulltextew.pl?prpsv=/ij/oecdthemes/99980096/v2005n30/s1/p1l.idx Accessed 2 Nov 2007. p 132. 
18OECD. ‘E-Government for Better Government’. 2005. 
http://puck.sourceoecd.org/vl=16470954/cl=30/nw=1/rpsv/cgi-
bin/fulltextew.pl?prpsv=/ij/oecdthemes/99980096/v2005n30/s1/p1l.idx. Accessed 2 Nov 2007. p 132. 
19  In this Report, connected government and networked government are used interchangeably. 
20 Robert D. Atkinson. ‘Network Government for the Digital Age’. Progressive Policy Institute Policy Report. May 1, 2003.  
http://www.ppionline.org/ppi_ci.cfm?knlgAreaID=140&subsecID=290&contentID=251551. 
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governance efforts are aimed at an improved cooperation between governmental 
agencies, allowing for an enhanced, active and effective consultation and engagement 
with citizens, and a greater involvement with multi-stakeholders regionally and 
internationally. 
 
Box 1.  Achieving Connected Governance: What the Government Does 

 
1.  Intra-Government Process Re-engineering               efficient, responsive and tailored government to 

 reflect citizen needs 
 
2.  Inter-Government Process Re-engineering               efficient, joined-up and borderless government:  

• vertical cooperation/integration between levels 
• horizontal cooperation/integration between agencies at same level 
• multi-stakeholder cooperation (with private and third sectors) 
 

3.  Re-engineer legacy technology, processes, skills and mindsets  
 

Source: Jeremy Millard. ePublic Services in Europe: past, present and future: Research findings and new challenges 
ftp://ftp.cordis.europa.eu/pub/ist/docs/epublic-services.pdf. Accessed 9 Nov 2007, p. 42. 
 
Governments in recent years have primarily focused on improving citizen e-services 
rather than organizing government agency functions and services. An emerging focus is 
to link tools of ICT to the consolidation of back-end systems and processes in order to 
improve the seamlessness and the quality of service delivery and free up resources for 
additional service innovation.21 Though many of these new arrangements are enabled by 
ICTs, they also require deeper cultural and management changes, including often re-
engineering in the way a government functions.  
 
Box 1 illustrates what is involved in achieving successful connected governance. A 
government which strives for excellence needs to undertake a re-engineering of both 
intra - and intergovernmental processes which is likely to lead to a more efficient, 
responsive and tailored government reflecting the citizens’ needs. In this context, 
intergovernmental processes can be vertical with integration between various 
government agencies and strata, and/or horizontal between agencies at the same level 
and/or with the inclusion of private sector and other stakeholders. What is important is to 
think about connected governance with a view towards the re-engineering of technology, 
processes, skills and the mindsets of public officials within a holistic framework. 
 
An effective connected government is about a ‘bigger and better’ front-end with a 
‘smaller and smarter’ back-end.22 
 
Underlying the concept of connected governance is a systematic approach to collection, 
reuse and sharing of data and information. The key platform on which connected 
government is built upon is the concept of interoperability which is the ability of 
government organizations to share and integrate information by using common 
standards. ‘Successful service innovation and multichannel service delivery depend on 
strategies, policies and architectures that allow data, IT systems, business processes 

                                                                                                                                                 
Accessed 26 November 2007. 
21 OECD. ‘E-Government for Better Government’. 2005. http://puck.sourceoecd.org/vl=16470954/cl=30/nw=1/rpsv/cgi-
bin/fulltextew.pl?prpsv=/ij/oecdthemes/99980096/v2005n30/s1/p1l.idx.  Accessed 2 Nov 2007. p 68. 
22 Source: Jeremy Millard. ePublic services in Europe: past, present and future: Research findings and new challenges 
ftp://ftp.cordis.europa.eu/pub/ist/docs/epublic-services.pdf.  Accessed 9 Nov 2007. P 41-42. 
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and delivery channels to interoperate, so that services can be properly integrated. If 
channels and back office processes are integrated, different channels can complement 
each other, improving the quality of both services and the delivery to government and 
citizens simultaneously. The ideal is to create an environment in which data, systems 
and processes are fully integrated and channels become interoperable instead of merely 
coexisting’. 23  
 
Effective strategies for achieving connected governance are multifaceted. They focus on 
the development of a single authoritative source for information and data as part of 
information management policies. A technical interoperability framework outlining the 
standards, policies and practices to support interoperability between ICT systems and 
applications is generally part of a holistic strategy. The framework includes citizen 
access and distribution strategies, including a channel management strategy that takes 
into account the needs and priorities of citizens, and those of the government, and 
encompasses a built-in stakeholder engagement and market research component to 
enhance governments’ knowledge of their customers. 
 
Improving the government agencies' capability to transfer and exchange information is 
critical and will require the improved interoperability between agencies' information 
systems. In the longer term it will require agencies to adopt and implement common 
information policies, standards and protocols. Potential common frameworks, policies 
and standards will need to be flexible enough to respond to agencies' varying business 
requirements’.24 
 
Strengthening connected governance concepts within e-government is an important step 
towards improving the coordination of processes and systems within and across, 
government agencies and organizations and changing the way that government 
operates.  
 
Figure 1.2.  ICT-enabled Connected Governance 

 
 
 
 

  
 
 
 
 
 
 
 
 
 
 
                                                 
23 E-Government for Better Government. OECD e-Government Studies. 
http://puck.sourceoecd.org/vl=16470954/cl=30/nw=1/rpsv/cgi-
bin/fulltextew.pl?prpsv=/ij/oecdthemes/99980096/v2005n30/s1/p1l.idx. Accessed 22 November 2007. 
24 Government of Australia. Connecting Government: Whole of government responses to Australia's priority challenge. 
http://www.apsc.gov.au/mac/connectinggovernment.htm. Accessed 22 November 2007 

Internally
! Avoidance of duplication 
! Reducing transaction costs 
! Simplifying bureaucratic procedures 
! Greater efficiency 
! Greater coordination and communication 
! Enhanced transparency 
! Information sharing between agencies 
! Security of information management 

Externally
! Faster service delivery  
! Greater efficacy 
! Increased flexibility of service use 
! Innovation in service delivery 
! Greater participation 
! Greater citizen empowerment 
! Citizen participation 

ICT-enabled 
connected 

governance 
contributes to: 
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E-enabled connected governance is likely to contribute to the transformation of the 
public sector and result in greater cost savings, enhancing efficiency and reducing 
administrative burden. Figure 1.2 illustrates the potential of internal and external benefits 
in achieving connected governance. More efficient functioning of government operations, 
between and across agencies, both vertically and horizontally can also increase the 
transparency of operations and result in improvements in the overall quality and 
functioning of internal work processes, thereby effectively changing managerial and 
organizational arrangements. An overall improvement in the public sector management 
and systems allows for enhanced service delivery and an overall improvement in the 
functioning of government.  
 
A key element of connected governance is the ICT-enabled ability to respond 
instantaneously with information from across several government agencies, multiplying 
manifold the government’s ability to respond to crisis. Connected governance also 
allows for the close collaboration in information sharing between governmental agencies 
such as for instance, between disaster relief agencies with housing and health agencies.  
 
Further, a connected governance approach incorporates the compatibility of systems, 
security and privacy through common standards towards a seamless service provision. 
With the sharing of data and information it is possible to achieve greater policy 
coordination between several governmental agencies and a more timely and effective 
implementation of government policy decisions.  
 
Often government policy formulation cuts across several agencies and departments. 
Connected governance allows for malleable organizational boundaries towards a holistic 
policy development and an integrated policy implementation. 
 
Finally, an integral part of successful e-government around the world implies the 
provision of an effective platform of e-participation. Citizen involvement in public 
policymaking is requiring governments to engage in multi-stakeholder citizen 
engagement. As more governmental agencies become involved this will lead to the need 
for a common language clarifying expectations and agreeing on dispute resolution 
processes through the framework of connected governance. 
 

Recent Trends towards Connected Governance 
 
Governments around the world are fully cognizant of the benefits of employing ICTs for 
improving public sector management practices and relationships with internal and 
external stakeholders. Many are seeking to harness this potential for further gains in 
service delivery, efficiency and transparency. To ensure better functioning, many 
governments have embarked upon strategies aimed at tapping new synergies between 
technology and development to find innovative solutions to government and governance. 
Recent evidence shows that in many developed countries, where most services are 
already online, citizens and businesses prefer to have both traditional and non-traditional 
channels of delivery at their disposal, depending on where and when they wish to 
access services and on the nature and type of service required. 
 
In a move towards efficiency and efficacy many countries are in the process of 
integrating e-government policies and strategies with transformation policies and 
strategies. Most OECD countries are in the vanguard of such an approach. Under its 
new e-government strategy, Switzerland is establishing a common body to coordinate 
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policies, including data sharing policy, based on agreements between the federal 
government and the cantons which have signed the agreement.25 The Dutch 
government is employing common public sector e-government building blocks for 
providing a seamless service to the public, in the effort to reducing administrative 
burden.26 
 
Other countries are also making efforts at reducing government administrative burden 
and improving efficiency. Australia and Austria have established a central body to 
coordinate information and data sharing policies within the public sector. Portugal has 
integrated its e-government and administrative simplification policies/strategies in the 
SIMPLEX programme.27 To address the e-government and simplification strategy, the 
Office for Public Services Reform (UCMA) along with the Knowledge Society Agency 
(UMIC) and the Directorate General of Public Administration (DGAP) is developing a 
new way of delivering public services, focused on citizens’ needs and based on a 
multichannel integrated structure. 
 
The integration of government processes to achieve enhanced service delivery is being 
adopted in developing countries as well. For example, the Environmental Information 
Network (EIN) Project in Ghana has used ICT to link the databases of the Environmental 
Protection Agency (EPA) and the Forestry Research Institute of Ghana (FORIG). The 
project has provided up to date information on the environment for industry, commerce, 
and management and for research purposes, as well as enables partner organizations to 
access information from each other's databases at the click of a mouse. It has reduced 
travel costs and vastly improved the retrieval and quality of data.28 In Mauritius, the joint 
public and private sector Contributions Network Project (CNP) connects all large firms, 
and the majority of small ones, to the relevant government tax departments via a single 
channel for electronic submission of payments such as contributions, tax returns, etc. 
that Mauritian firms make to various government departments.29  
 
In many developed countries which are in the vanguard of applying connected 
governance, including OECD countries, e-government development is focused on 
creating back office coherence and efficiencies to enable the delivery of e-services as 
part of an expanded public sector service delivery portfolio.30 At the same time, 
government back office process integration and re-engineering is also becoming an 
important objective for some of the developing countries. In Bangladesh, the Department 
of Public Health in Rajshahi City Corporation (RCC), was successful in integrating births 
                                                 
25 OECD. E-Government as a Tool for Transformation. 2007. P 16. 
http://www.olis.oecd.org/olis/2007doc.nsf/8d00615172fd2a63c125685d005300b5/c5bfb886ebcafe06c12572ac0057513c/$
FILE/JT03224646.PDF. Accessed 5 October 2007 
25 OECD. ‘E-Government for Better Government’. 2005. http://puck.sourceoecd.org/vl=16470954/cl=30/nw=1/rpsv/cgi-
bin/fulltextew.pl?prpsv=/ij/oecdthemes/99980096/v2005n30/s1/p1l.idx Accessed 2 Nov 2007. p 28. 
26 OECD E-Government Studies: Netherlands 
http://www.oecd.org/document/15/0,3343,en_33873108_33873309_38988943_1_1_1_1,00.html Accessed 22 November 
2007. 
27 Building Bridges towards Better Administration: State Modernization in Portugal. 
http://www.compras.gov.pt/NR/rdonlyres/F1D003C7-AAF8-4ED3-9C8D-
9D850E9601D7/0/060918_Compras_Publica%C3%A7%C3%A3o_Conjunta_4QC_vfinal3.pdf Accessed 29 November 
2007. 
28 The Ghanaian Environmental Protection Agency (EPA). For more information on the project go to: http://www.iconnect-
online.org/Stories/Story.import4862; http://unpan1.un.org/intradoc/groups/public/documents/Other/UNPAN022294.pdf 
29 More information on the project: http://siteresources.worldbank.org/INTEGOVERNMENT/Resources/702478-
1129947675846/mauritiusCNPcs.htm 
30 OECD. E-Government as a Tool for Transformation. 2007. P 16. 
http://www.olis.oecd.org/olis/2007doc.nsf/8d00615172fd2a63c125685d005300b5/c5bfb886ebcafe06c12572ac0057513c/$
FILE/JT03224646.PDF. Accessed 5 October 2007 
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and immunization schedules for children in the online Birth Registration Information 
System (eBRIS) which has led to significant improvements in the drop out rates of 
immunization as well as to better service delivery.31 In an attempt to streamline 
government operations, the Government of Pakistan has merged Pakistan's National 
Database Organization and the Directorate General of Registration in the National 
Database and Registration Authority (NADRA) which, has resulted in significant benefits 
in terms of the electronic database registration authority and the strengthening of 
homeland security through Automated Border Control, Multi-biometric e-Passport and 
Vehicle Identification & Tracking Systems.32 
 
However, even though governments share common challenges, they start from different 
stages in terms of e-government and administrative development suited to their own 
needs and within the parameters of their own stated developmental objectives. For most 
developing countries which are still in their infancy in terms of ICT services roll-out, it is 
important for policymakers to think of a multiple channel service delivery approach to 
government services through both electronic and non-electronic media. Online services 
must not be thought of as a substitute in countries where large numbers of citizens may 
be without access. As past United Nations e-Government Readiness Surveys have 
stated, any ICT-led strategy needs to take into account the level of development, access 
to infrastructure and the skill level in the country. In that sense, connected governance 
initiatives need to be placed within the context of the e-development goals of national 
governments. 

 
Connected Governance: The Key Message 

 
The promise and the excitement of connected government should not obscure a key 
principle, namely, that: the end-goal of all e-government and connected governance 
efforts must remain better public service delivery. Improvements in the quality of 
governance and the responsiveness and effectiveness of government should still serve 
to empower the citizen. In that sense, citizens must be given the chance to play a role in 
influencing these e-government solutions. 
 
The Survey presents a discussion of the importance of the role of the government in 
moving towards technology-led connected governance. It offers insights and 
experiences from around the world on the challenge of encouraging greater use of e-
government and ICT while ensuring the opportunity for access is available to all. 
Presenting models and approaches to assist Member States in drawing upon concepts 
and systems, the Survey provides a reference point for comparison and lesson sharing 
for countries with similar, but not identical, challenges in e-government applications and 
development.  
 
Within the backdrop of connected governance, Part I of the Survey presents a 
comparative ranking of the Member States' e-government readiness in 2008. By ranking 
countries’ performance on a relative scale, it provides a valuable tool for policymaking 
and agenda setting for the future. As such the Survey aims to inform and improve the 
understanding of policymakers’ choices in shaping their e-government programmes in 
the service of development. The Survey offers insights for government officials, 

                                                 
31 More information on the project: http://unpan1.un.org/intradoc/groups/public/documents/UNPAN/UNPAN023588.pdf; 
http://www.inderscience.com/storage/f112410896121375.pdf; http://www.egov4dev.org/rajshahi.htm 
32 More information on the product: http://www.egov4dev.org/nadra.htm; http://www.nadra.gov.pk/ 
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policymakers, researchers and the representatives of civil society and the private sector, 
in the effort to assist them in gaining a deeper understanding of the need for building a 
framework for connected governance as the next step in e-government programmes. In 
doing so, it hopes to contribute to decision makers’ quest for a better understanding of 
the multifaceted challenges of e-government. 


