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Whole of government
and collaborative
governance

4.1. Introduction

The growing complexity and interconnectedness of pre-
sent sustainable development challenges require holistic
responses that are based on coherent policies and collab-
orative decision-making processes, which in turn call for a
transformation of public administration through the adop-
tion of whole-of-government approaches and collabora-
tive governance. Whole-of-government can be defined as
“agencies working across portfolio boundaries to jointly
achieve integrated responses to the issues of policy devel-
opment, program management and service delivery” (Ojo
et al,, page 234, 2011) whereas collaborative governance
refers to a process of governing based on collaboration
between government and non-government stakeholders.

This chapter analyzes why whole-of-government ap-
proaches and collaborative governance can play an im-
portant role in promoting integrated approaches to sus-
tainable development. It also highlights opportunities and
challenges, as well as enabling factors and strategies of
effective whole-of-government approaches and collabo-
rative governance. While technology is a critical enabler
for greater vertical and horizontal coordination and col-
laboration among government agencies and governance
actors, the chapter underscores that transforming govern-
ment entails collaborative leadership at all levels; a govern-
ment-wide shared vision and strategy to promote sustain-
able development; capacities and mind-sets that promote
an inclusive organizational culture; innovative institutional
frameworks and processes for collaboration and effective
integrated information management systems.
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4.2. The critical role of whole of government
to promote holistic and integrated approaches
to sustainable development

While social, economic and environmental challenges have significantly changed
over the past decades and are becoming increasingly interdependent, govern-
ment institutions and their functioning in many countries are still greatly shaped
by early 20th century models of public administration whereby ministries work
in “silos” and issues are tackled through a sectoral perspective. As outlined in
the United Nations General Assembly resolution 66/288, it is critical to enhance
integration of the three dimensions of sustainable development, i.e. economic,
social and environmental, in a holistic and cross-sectorial manner at all levels.
Effective collaboration among agencies across government (national and sub-
national) and with non-governmental actors is essential to good governance for
a number of reasons.

First, present development challenges, such as poverty eradication, environ-
mental sustainability, disaster prevention and crisis management, call for holistic
responses and investments in cross-cutting areas. No single ministry or govern-
ment department can effectively deal with issues, such as poverty eradication,
that are multi-faceted and have multiple root causes. Collaboration is therefore
required to effectively address issues that go beyond the capability of any single
agency or level of government.

Second, an increase in citizens' expectations for effective, equitable and citizen-
centric services demands a shift from inward, disjointed and process oriented
organizational structures to highly collaborative frameworks for seamless deliv-
ery of services and enhanced development impact. Governments can no longer
provide services unilaterally and disregard citizens’ demands for a more efficient
and accountable use of public funds, which can result from service integration.
In fact, the need to find ways that more effectively create public value, in an en-
vironment of constant change, has become an ongoing endeavour of all govern-
ments around the world.

Third, increased citizen demands for meaningful participation in public affairs
and decision-making processes call for innovative governance and collaborative
mechanisms that allow people to actively take part in decisions that affect their
lives. Citizens (and other non-governmental actors) can be involved in the co-
creation of services, including their design and delivery, as well as in finding solu-
tions to societal challenges (see Chapter 3).

Fourth, government systems, institutions and processes need to adapt to a rap-
idly evolving information age by promoting effective knowledge management at
all levels and by leveraging the potential of ICT for development, which also calls
for enhanced cross-sectoral cooperation and collaboration at all levels of govern-
ment both national and local.

Fifth, a number of international issues, including globalization, global warming,
as well as maintaining peace and security, require holistic responses and inter-
governmental cooperation at the national and global levels because of their
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complex and inter-dependent nature. Also, even where issues/challenges are not
in essence cross-border, most countries have very similar problems and interna-
tional learning is essential, not to replicate solutions from elsewhere but to adapt
to local circumstances, become inspired and learn together.

Governments are faced with 3 main domestic challenges

® More inclusive and higher quality services with less resources and increased holistic
government capacities

® More open, transparent, accountable and effective public governance

® Responsive to increased citizen demand for enhanced participation building greater
trust in government

This kind of change requires a transformation of the government as a whole,
which calls for a holistic vision of development, new government institutional
arrangements, leadership and human resources’ capacities and mechanisms for
greater collaboration among government agencies and departments and with
other governance actors through a whole-of-government approach and collabo-
rative governance. A new vision and model of collaboration among governance
actors, in turn, calls for a paradigm shift in the role of the public sector whereby
governments:

® Become catalysts for change instead of mere service providers;

* Facilitate networked co-responsibility by empowering communities to take
part in the solution of their own problems;

® Become entrepreneurial in generating revenues and promoting partnerships;

® Operate in an integrated and collaborative manner across departments and
agencies;

® Become pro-active instead of reactive anticipating problems;

* Make full use of opportunities afforded by the application of ICT in Govern-
ment in order to bridge the digital divide;

® Transform mind-sets and build a culture of collaboration, transparency and
accountability.

4.3. Opportunities and challenges of designing and
implementing a whole-of-government approach
to service delivery

Several governments across the world are adopting whole-of-government and
collaborative approaches through the promotion of horizontal and/or vertical ini-
tiatives, greatly aided by modern technologies, which provide useful tools to en-
able collaboration across agencies.
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Whole-of-government and collaborative governance presents multiple opportu-

nities, including:

* Increased effectiveness of government’s responses—more effective and coor-
dinated policy responses to complex issues;

® Enhanced efficiency by reducing duplications of processes and procedures in
programme management and service delivery;

® Better service delivery by integrating services and thereby saving time and
resources and increasing citizens’ trust in government. Governments can also
take a more positive stance towards citizens and trust that citizens can be valu-
able partners in co-creating public value, including service delivery;

® Increased public value by promoting collaboration and coordination with pri-
vate sector and civil society in the delivery of services and wealth creation
through social innovation.

Greater communication and coordination among policy areas and agencies at all
levels, are helping governments deliver “as one” in pursuit of increased quality
of and inclusive access to services to the benefit of its citizens. While the oppor-
tunities to develop and implement whole-of-government are many, so are the
challenges as this kind of government transformation is usually associated with
the most advanced stages of e-government development.

First, it is important to bear in mind that whole-of-government is not an end in
itself but rather a means to achieve goals in a collaborative manner. In the case
of service delivery, there are four main principles that can guide efforts in service
delivery integration as follows:

* High quality—High quality service delivery may be manifested in—but is not
limited to—the availability of government services at times and in ways that are
more convenient to the public, speedy processing of applications or claims, re-
duction in the amount of paperwork and other activities citizens must perform
in order to demonstrate compliance of clearly written government regulations

® Easy Access—such as the expansion of the coverage or enhancement of qual-
ity service delivery to disadvantaged and vulnerable groups is critical to inclu-
sive social development

* Cost-effective—Utilizing the most economic models for delivering quality ser-
vices to the citizens and ensuring effective delivery is essential, particularly in
times of financial crisis

¢ Citizen-centric—Utilizing mechanisms that have proven to collect feed-back
from citizens and that succeed in engaging them in the delivery of services.

Second, it is equally important to underscore that collaboration across govern-
ment departments and agencies, as well as integration of services is not always
the right solution. Collaboration can be time-consuming and can lead to counter-
productive results if leaders are not able to appropriately direct collaborative ef-
forts and ineffective mechanisms are in place. Moreover, integrating services may
not always be the right solution in a specific area and for a specific target group.
Therefore, it is always important to assess each situation and analyze whether col-
laboration is needed and integrated services provide enhanced benefits to citi-
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zens. It is crucial to keep in mind the end result, viability, sustainability and impact
of integrating services. Integration of services should be seen as a means and not
as an end in itself. For example, according to the World Health Organization:'’

Integrated health service delivery is “the organization and management of health
services so that people get the care they need, when they need it, in ways that
are user-friendly, achieve the desired results and provide value for money.”

Integration may not always bring about quality of services and major factors need
to be assessed before proceeding in this respect.

Third, it is well known that collaboration among agencies and government levels
is not always a simple task. The greatest challenge to the adoption of whole-of-
government, which fundamentally rests on increased collaboration, is resistance
to change among government actors. Scepticism about integration of informa-
tion and data privacy; lack of trust among agencies; non alignment of motivations
among agencies or worst competition among ministries and agencies; different
vision, priorities and goals among government agencies are all factors that can
greatly inhibit the success of a whole-of-government strategy. While technol-
ogy has increased the opportunities for connectivity and enabling new forms of
teamwork, collaboration across departments and agencies can be very limited in
scope without the right kind of leadership. As governments are steadily moving
away from inter-organizational work modalities and moving towards intra-organ-
izational processes, it is important to be aware of the difficulties that are intrinsic
in this transition.

In sum, there are a number of political, organizational and technical challenges,
which may hinder a more collaborative approach in government and with outside
actors:

® Lack of a coherent vision and commitment to address sustainable develop-
ment issues;

* Weak collaborative leadership and “silos” like mentality;
® Entrenched power structures;
¢ Vertical and horizontal organizational fragmentation;

* Inadequate accountability mechanisms for cross-agency collaboration and
where appropriate, minimum or “appropriate” quality standards;

® Mistrust among ministries/agencies;

® Lack of confidence in the IT infrastructure, data privacy and security.

4.4. Transforming government through a whole-of-
government approach: enabling factors

In order to deliver services in an integrated and seamless way and foster an
innovative approach to complex problem solving, government agencies need
to define clear shared outcomes, design agreed upon strategies, clearly define
agency roles and responsibilities, compatible policies and procedures across
agencies and ensure effective monitoring and evaluation mechanisms. This, in
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turn, requires that four major and inter-twined dimensions of the public sector
be strengthened, namely (1) collaborative leadership and human resources ca-
pacities; (2) institutional frameworks for effective coordination, cooperation and
accountability; (3) innovative integrated processes and mechanisms for service
delivery and citizen engagement and empowerment; as well as (4) IT manage-
ment strategies for enhanced collaboration.

4.4.1. (Critical role of collaborative leadership and a shared
organizational culture

Strengthening collaborative leadership capacities at both national and local lev-
els is a prerequisite for creating an environment where collaboration thrives and
government officials learn to work and think in collaborative ways. Improvements
are made and innovation spurs when leaders are able to mobilize stakeholders
towards a common shared goal. Collaborative leadership may be defined as the
capacity of leaders to work across organizational boundaries to inspire, engage
and motivate people and teams to work together in pursuit of common goals.

Collaborative leaders require strong skills in setting an example and modelling
collaboration through their own behaviour; acting as mediators and connecting
citizens’ aspirations and vision with organizational structures and capacities to
produce public value; attracting diverse talents and ensuring that accountability
lines are clear and respected. Leaders must also work together to align services
in a coherent manner.

In addition, it is important that government officials, particularly at the local level,
have the appropriate attitudes, skills and expertise to harness ideas from diverse
communities and to engage citizens through new collaborative channels and mo-
dalities. This is so because local governments are at the contact point between
government and the people. This type of interaction between public officials and
citizens requires new skills, attitudes and knowledge, as well as the capacity to
utilize effectively social media, mobile and other ICT tools.

Shaping or re-shaping values, attitudes and behaviours in the public sector
through mission statements and codes of conduct containing guiding principles
can be an important step forward coupled with capacity-building activities that
focus on collaborative governance. Public officials at different levels ought to
take part in the redefinition of their mission statements and codes of conduct to
enhance ownership as well as alignment of behaviours and values to a holistic
view of government. In promoting human resources development in an innova-
tive public sector, particular attention should be given to:

® Managing and working in increasingly hybrid organizations with overlapping
teams;

® Building partnerships and negotiation skills;
® Designing IT strategies for collaboration and coordination.

Knowledge, skills, values and attitudes of staff at all levels need to be re-adjusted
to match the functions, responsibilities and tasks as well as the new collabora-
tive work methods. Continuous learning and adaptive leadership skills are also
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required when governing under uncertainty and complexity. Greater empower-
ment of public officials and a more conscious and professional risk management
are essential to foster innovative collaborative approaches (see Innovations in
Governance and Public Administration: Replicating What Works, United Nations,
2006). While great attention is focused on changing the visible collective struc-
tures of governance institutions, attention ought also be given to how to re-align
and leverage the internal/non visible side of governance institutions. Values, atti-
tudes and mind-sets have a direct impact on behavior, relationships and partner-
ships, affecting institutions, organizations, policies and infrastructure.

Public managers can create value by strategically thinking about how to solve
complex issues and by focusing on the impact of government’s actions rather
than focusing on internal processes. A new mind-set or organizational culture,
which places emphasis on thinking beyond organizational boundaries rather than
along departmental lines in tackling specific problems, is essential to improve
service delivery. A culture of collaboration through knowledge management and
sharing, increased transparency and accountability lies at the heart of promoting
innovative and integrated services.

Transforming mind-sets and encouraging a collaborative organizational culture
is, however, not simple per se and requires a coordinated strategy, buy-in from
top leadership and time to change individual beliefs, attitudes and behaviour.
Particular attention should therefore be placed on devising a set of incentives
that can reward collaborative efforts and discourage working in silos. Besides on-
going learning and training in the above mentioned areas, stakeholders, within
and outside of government, can be empowered and involved in defining the
vision and overall benefits of specific collaborative efforts. An incentive system
can include a number of elements, such as public recognition, rewards to teams
rather than individuals for effectively meeting a common goal.

4.4.2. Institutional frameworks for effective coordination,
cooperation and accountability

It is well known that collaboration and coordination among agencies cannot be
developed in the absence of a supportive institutional infrastructure. Integrat-
ing services requires a re-organization of institutional frameworks, back office
processes, accountability mechanisms and work modalities through whole-of-
government approaches, which allow for integration. New organizational efforts
ought to be aimed at developing processes and mechanisms that enable people
to work together; define and build together a shared purpose; and promote a
system of incentives and rewards that values collaboration.

While each agency continues to be accountable for its defined and focused role,
cross-agency issues are addressed in a coordinated manner through new institu-
tional and accountability frameworks and mechanisms. A coordinating authority
in government that can facilitate and mobilize governance stakeholders towards
designing and adopting whole-of-government approaches has emerged as an im-
portant catalyst for increased coordination.
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The United Nations E-Government Survey has focused on Chief Information Of-
ficers (ClOs). The institutional level of ClOs as well as the office’s functions, roles
and responsibilities seems to have an important impact on the overall sustain-
ability of whole-of-government approaches and collaborative governance. The
importance of the ClO or its equivalent is to create a unified and centralized
agency responsible for designing, implementing and disseminating e-govern-
ment throughout the entire public administration in a seamless way.

CIOs that are integrated into the President’s Office or Prime Minister’s Office
have a better opportunity to leverage knowledge, resources and above all com-
mitment at all levels. It is also very important that CIOs do not work in isola-
tion vis-a-vis other government institutions because e-government and whole of
government is first and above all about transforming government and not solely
about the application of technology. In some countries, there is a tendency to
separate information management and issues related to the application of ICTs
from the mainstream of public administration transformation, and this can only
cause conflict and inefficiencies. It is therefore very important to devise organi-
zational set ups that allow for collaboration among ministries and CIOs in their
efforts to promote whole-of-government approaches.

The 2014 Survey questionnaire includes a set of questions to assess the level of
whole-of-government in Member States. All sources of data used in this chapter
come from this questionnaire, unless otherwise stated. According to this data,
countries that scored more than 66.6 per cent in whole-of-government are mostly
European, followed closely by Asia (see Table 4.1, Figure 4.1 and Figure 4.2). This
analysis also falls in line with the data analysis of countries with a CIO or equiva-
lent; proving that a unified, consistent and identifiable authority managing e-gov-
ernment can have a positive impact on a country’s performance and the quality
of their e-service delivery.

Table 4.1.  Countries with a score higher than 66.6 per cent in whole of government

82

Albania Armenia Australia Austria Bahrain Belgium
Brunei Canada Chile Denmark Egypt Estonia
Darussalam
Ethiopia Finland France Ireland Israel Italy
Japan Jordan Kazakhstan Kuwait Latvia Liechtenstein
Lithuania Malaysia Morocco Netherlands | New Zealand Norway
Portugal Republic Saudi Arabia Seychelles Singapore Spain
of Korea
Sri Lanka Sudan Sweden Switzerland Syrian Arab Tunisia
Republic
Turkey United Arab United United States
Emirates Kingdom of of America
Great Britain
and Northern
Ireland
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Figure 4.1. Countries with a score higher than 66.6 per cent in whole
of government, by region
|

Figure 4.2.  Countries with a score higher than 66.6 per cent in whole
of government, by income group

Based on the data collected for the 2014 Survey, between the years 2008 and
2014, the number of countries publicizing information about a CIO has more
than doubled. Hence, 42 per cent of United Nations Member States today pro-
vide information about their CIO for e-government (see Figure 4.3 and Table
4.2). This leadership role altogether is providing guidance and continuity for
the development of e-services and for reaching a connected stage in online
governance.

In terms of regional distribution, Europe is the leader with 56 per cent of Euro-
pean countries publicizing information about a CIO; followed closely by Asia at
51 per cent. 14 out of 35 United Nations Member States in the Americas have
online information about an e-government CIO or equivalent, compared to 4
out of 14 Member States in Oceania. Africa lags behind the rest of the world in
creating an entity responsible for its e-government strategy and designating a
CIO, where only 16 out of 54 African countries have done so, or 30 per cent of
the continent. The African region still faces many challenges in catching up with
the rest of the world in online presence and connectivity, due to many socioeco-
nomic and political factors.

Europe
Asia
Americas
Africa

Oceania

High income
Upper middle income
Lower middle income

Low income
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Figure 4.3.  Number of countries with online information about a ClO or equivalent
|

2008

2010 32

2012 60

2014 82
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Table 4.2.  Countries publicizing a CIO or equivalent by region, in 2014
|

Countries publiciziing ~ Number of countries % of countries per region
a CIO or equivalent in region publicizing a CIO or equivalent
Africa 16 54 30%
Americas 14 35 40%
Asia 24 47 51%
Europe 24 43 56%
Oceania 4 14 29%

4.4.3. Innovative coordination processes and mechanisms
for service delivery and citizen engagement
and empowerment

Process innovation focuses on the improvement of quality of public service de-
livery and entails new ways of designing processes by integrating services and
ensuring that they are inclusive and accessible by all groups in society, including
disadvantaged and vulnerable groups.

The United Nations E-Government Survey 2012 chapter on “Taking a whole-
of-government approach” referred to the concept of “one-stop government”
defining it as the movement from isolated silos in public administration to formal
and informal networks to respond to growing complexity of problems through
collaborative responses. It touched upon the concept of e-government harmo-
nization in practice by briefly making reference to the role of national coordi-
nating authorities, particularly CIOs. It highlighted “the need for public sector
interoperability, i.e. that systems deployed throughout the government are able
to communicate with one another through interoperable technologies in order
to share and integrate information by using common standards” (United Nations
E-Government Survey 2012). In addition, it drew attention to the importance of
online service integration through portals that aggregate large amounts of infor-
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mation and services into a single web-site and the need for overall commitment.
In particular, it looked at challenges and opportunities of integrated e-service
delivery and signaled out a number of challenges and opportunities, including
(a) revisiting institutional arrangements; (b) promoting citizen-centric designs;
(c) standards setting and systems integration; (d) privacy and security matters;
and (e) issues in infrastructure development.

“With public sectors offering an increased number of services, the focus is
shifting from what kinds of services are provided to how they are provided.
In many countries, a host of services provided, are increasingly coordinated
and customized to better fit the needs of the citizens. In many instances, ser-
vice delivery operations are integrated early in the value chain or services are
bundled in a single entry point for the citizens” (United Nations E-Government
Survey 2012). There are many examples of national portal features that are
indicative of back-end integration and transformation. At its most basic level,
this could mean lists and links to local government websites or other agencies,
such as is the case in Australia, or result in a combined central portal, such as
in the United Kingdom that recently integrated its Directgov and Business Link
portals into one.? More advanced versions—and obvious examples of whole
of government—come with specially designed portals that offer joint services
through a single sign-on. For example, the Swedish business registration por-
tal where three government agencies—the Swedish Companies Registration
Office, the Swedish Tax Agency and the Swedish Agency for Economic and
Regional Growth, have joined forces to enable entrepreneurs to logon and
conduct services with all three agencies in one place.? In Denmark, the citizen
portal offers a personalized account of information and services through a sin-
gle sign-on.* Meanwhile, some, such as New Zealand, are moving ahead with
an “all-of-government” approach that includes cloud computing, sometimes
labelled the g-cloud (for government cloud).> Such clouds can directly benefit,
and build upon, whole-of-government initiatives, and may be the latest trend
in this area, evident also in Singapore¢ (United Nations Expert Group Meeting
Report 2013 on Collaborative Governance).

In the Philippines, gender and development mainstreaming efforts led to the
creation of the Davao Medical Center, which, in turn, set up the Women and
Children Protection Unit (WCPU)—a one-stop family crisis intervention centre,
which provides legal, psychiatric and medical services to its patients. In Brazil, the
Bahia's Citizen Assistance Service Centers (SAC) bring together over 500 federal,
state, and municipal agencies in a single location, convenient to the public such
as shopping malls and major public transportation hubs, to offer multiple govern-
ment services. There are many other good practices of client-focused one-stop
service delivery for social services and mobile service delivery for multi-service
clients in remote areas. The Korea’s Integrated Financial Management Informa-
tion System established by the Ministry of Strategy and Finance is another exam-
ple of whole-of-government approach (see Box 4.1).

As the national portal is considered the citizens gateway to online government,
it is important to provide such links in a way that allows users to access websites
of different government agencies as easy a way as possible. Citizens seeking
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specific services or information can rapidly access the respective website with-
out having to memorize URLs or using search engines to access the ministries
or departments’ websites. This allows for broader usage and higher satisfaction
with the services offered. Citizens often do not spend an excessive amount of
time or effort looking for services online. “One-click” links are the most suitable
way to maximize efficiency in service delivery and minimize tasks that could be
time-consuming.

Box 4.1. DBAS: Korea's integrated financial management information

\3
///‘\\\ system (Ministry of Strategy and Finance)

k\ ',I/, The Digital Budget and Accounting System (DBAS) is a good example to con-
’ sider as it integrates all the existing financial systems and provides transparency
in public finance. It is an innovative tool that manages the entire fiscal process,
ranging from budget formulation to accounting and integrates fiscal informa-
tion by linking fiscal information of all public entities. The system is also known
as "dBrain,” because of its function as the digital brain for fiscal management.
The most distinctive feature of the DBAS is that it allows a holistic view of public
finance. It consolidates fiscal processes of fifty-one central government agen-
_ A cies and links fifty-five external systems and local governments, public enti-
2013 United Nations q . . . “1pe .

Public Service Award Winner ties and subordinate organizations, fulfilling the requirements of the IMF’s 2001
o Government Finance Statistics (GFS) Manual. The system further reinforces risk
Zcr)::;egthtr?:n/jiTSw?EIaﬁanl/ managing capacity by enabling real-time information sharing in public finance,

index.jsp such as revenues, expenditures, national assets and public debts.

Box 4.2. Emirates ID Authority Smart ID Cards

The deployment of the Emirates ID Authority’s Biometric Enrolment by the
Emirates ID Authority as part of the National ID Registration Program is rec-
ognized as one of the world’s best biometric programs. Emirates ID Authority
collects finger prints of all the citizens and legal residents above the age of 15
in the country. It is mandatory for everyone residing in the country to be regis-
tered in the National Population Register. Considering the unique demograph-
ic composition of the country where expatriates amount to nearly 90 per cent
of the population, the biometric enrolment is part of the mandatory health
certification for all expatriates, making it convenient for the residents.

The current database boasts of over a 105 million prints of rolled fingerprints,

plan and hand side prints, in addition to over 15 million facial images. The

best two finger prints are stored in a secure, encrypted container in the Smart

Card that is issued as the National ID Card. The Smart Card is provided with

a Match-On-Card Applet which allows for a biometric verification and authen-

tication enabling assertion of an individual’s identity on demand. The security

. on the ID Card is ensured by the encrypted containers which is enabled only

:ZZ?/}dr_‘f_;;%///i"cvf’c";'rf_'g;‘]’; through the National Validation Gateway. All the biometrics, data transmission
efits.aspx and protocols are as per ANSI and/or ISO Standards.
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Box 4.3. National Environment Agency Singapore (NEA)

The National Environment Agency has partnered with the people, public and
private communities to engage and promote greater environment ownership
in Singapore. One effort is the use of smart technologies to share environmen-
tal data (e.g. air quality, public health and weather) with government agencies
and the public. NEA contributed to the development of 86 environment data-
sets and 17 spatial datasets for the Singapore Government data hub, SG-Data/
GeoSpace, for inter-agency sharing. These datasets include weather informa-
tion such as air quality, weather forecast, heavy rain warning, climate change,
location of recycling bins. It also contributed 75 datasets and 8 map layers
to the Singapore Government'’s one-stop portal service, www.data.gov.sg, for
public use. Using smart phone technologies, NEA has co-created several mo-
bile applications with private sector partners through crowd sourcing ideas
from the public to promote greater environment ownership and provide real
time information on environmental conditions.

Based on the 2014 Survey data, it is clear from the Table 4.3 that the majority
of the online portals of Member States provide links to the websites of various
ministries or departments; with only 26 countries, or 13 per cent not having such
links. 17 countries provided links to 1 to 5 ministries or departments, 12 countries
provided links to 6 to 10 ministries or departments and the majority (138 coun-
tries), that is 72 per cent, provided links to more than 10 ministries or depart-
ments. This number is higher compared to the 2012 data where 123 countries (64
per cent of United Nations Member States) provided more than 10 links.

Table 4.3.  Countries with online portals with links to ministries

Countries with no links  Countries with  Countries with  Countries with more

to ministries 1-5 Links 6-10 Links than 10 inks
Africa 14 9 4 27
Asia 2 3 3 39
Europe 2 0 3 38
Americas 2 2 2 29
Oceania 6 3 0 5

In the 2012 United Nations E-Government Survey, 135 countries offered a “One-
Stop-Shop” portal. The definition of such a portal was broader in 2012 and did
allow for more leeway in what could be accounted for as a “One-Stop-Shop”
portal. This number represented 70 per cent of Member States.

In 2014, the definition of “One-Stop-Shop” has been revised and made more
restrictive and narrow. Hence the number of countries that still classified as offer-
ing such portals was reduced to 71 countries, or 37 per cent of Member States.
However, even with a more restricting definition, the global trend has been a
shift away from “One-Stop-Shop” portals into various specialized portals.

2013 United Nations
Public Service Award Winner

Source: http://app2.nea.
gov.sg/
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Source: http://service-pub-
lic.fr/
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Box 4.4. France: Access to numerous government entities through
a single national page

In addition to the national portal, the Government has also developed an of-
ficial website for the French civil service, www.service-public.fr, available to
private citizens, businesses and professionals. All administrative information is
presented clearly and simply in three sections: First, citizen’s rights and pro-
cedures. There are about 200 folders, 2,500 data sheets and answers to FAQs
and several thousand links to useful resources, including forms, online proce-
dures, reference texts, public websites, etc. Second, practical services to help
with administrative procedures, such as online services, calculation modules,
downloadable forms, standard letters, call and contact centres and a mes-
sage service; third, a civil service directory including 11,000 national services,
70,000 local civil services and accesses to the main portals of the States in the
European Union, European institutions and international organisations. The
official civil service website facilitates and simplifies access to administrative
information by selecting the various resources available on the public network
and organizing them to meet citizens’ needs. For each topic, service-public.fr
collects all the relevant information and makes it instantly available.

4.4.4. Collaborative mechanisms to engage citizens
in service delivery and decision-making processes:
the critical role of decentralized governance

Given the opportunity to actively participate in service delivery, citizens can con-
tribute distinctive resources (time, effort, ideas and expertise) and can keep pub-
lic officials accountable. Moreover, citizens who depend on public services have
strong motivation to contribute to their design and implementation; however,
appropriate mechanisms are needed to adequately channel citizens’ views, opin-
ions and to involve them in the design and delivery of services and in solving the
most pressing challenges of our times.

In other words, there is a strong paradigm shift in the role that civil society and the
private sector can play in contributing to good governance. Whereas in the past
citizens were seen as passive receivers of services and governments were the main
providers of “solutions”, today in all corners of the globe we witness a shift in how
services are being conceptualized, managed and delivered. Where citizens are in-
volved in public decision-making processes and in public service delivery, there is
an increased sense of ownership and greater sustainability of public initiatives, as
well as more creative ideas on how to do “more with less” and with greater equity.

Countries which have given priority to the involvement of civil society in identify-
ing the social needs of local communities and citizens and in the implementation
of social programmes and services, including education, health and sanitation,
have made important strides. It is crucial to recognize that leadership is not con-
fined to the government level. In fact, there are many examples of public leaders
who operate within civil society and the private sector and work with govern-
ments to find suitable solutions to their problems. Experience has shown that
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governments that have made progress in providing equitable and effective ser-
vice delivery have developed innovative ideas and practices, making use, when-
ever possible, of information and communication technology, including social
media and relying on strategic partnerships. Participatory leadership and innova-
tion in addressing problems of public concern are increasingly emerging as the
key factors in creating a better life for all.

One of the most effective institutional arrangements to allow citizens to effectively
take part in decision-making processes as well as in the design, implementation,
monitoring and evaluation of service delivery is through decentralized governance.
Devolution and decentralization allows local communities to formulate solutions
tailored to their particular needs: citizens know best what their needs are. Through
decentralized governance structures, communities can play an active role in de-
mocracy and setting development agendas that are responsive to their needs.
They can shape service provision through participating and influencing decisions
on the type, quality and mix of services they desire and can afford. As a result, clos-
er alignment is needed between national-level priorities and local action for sus-
tainable development. In this regard, the capacity of local governments is crucial.

Overall, weak decentralized governance hinders quality and access to basic ser-
vices. The increasing power of ICTs has opened up a vast window of opportunities
for new channels and modalities of participation in government service delivery.
Some examples include the 311 service from the city of New York, to Boston Citi-
zenConnect and many others. The use of social media, crowdsourcing and mobile
technology, are providing powerful channels, if appropriately utilized, for citizen
participation and empowered collaboration. Open data is also enabling more ef-
fective collaborative governance as access to information about what governments
are doing better equips citizens to partake in public decision-making processes.

A greater focus on whole-of-government approaches and collaborative govern-
ance is also clear in the 2014 Survey data showing national portals providing links
to local or regional government websites. From 97 countries in 2012 to 105 in 2014,
this increase proves that a growing number of countries are adopting a strategy
aimed at bringing government agencies closer to the people (see Figure 4.4). By
linking the national portal to local or regional government websites, states encour-
age their citizens to use services provided both at the national and local levels.

Figure 4.4. Portals linking to local/regional government websites
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4.4.5. IT management strategies for enhanced collaboration

The global spread of the Internet and the application of ICTs in government,
as well as greater investments in telecommunication infrastructure coupled with
capacity-building in human capital can provide opportunities to transform public
administration into an instrument of development at the service of its citizens.

A comprehensive IT strategy for collaboration in government and with appropri-
ate outside actors is required in order to seize these opportunities. The strategy
needs to be closely aligned with overall vision and mission of the government so
that it can best respond to the needs of enhanced collaboration. An IT strategy
that is disjointed from the overall organizational missions will not deliver the ex-
pected results. In order to effectively design and implement an IT management
strategy for collaboration the following steps need to be taken:

® Engage main stakeholders (within and outside government) in defining an over-
all mission to be aligned with the overall vision of the public sector

® Assess the internal capacities to utilize the available technology
® Design a comprehensive strategy, including capacity building programmes
® |Implement the IT strategy for collaboration

® Monitor and evaluate the strategy

A key component of whole of government is “the ability of multiple government
and non-government organizations to share and integrate information across
their traditional organizational boundaries”.” One of the greatest challenges to
promoting effective collaborative governance is that too much emphasis has
been placed on interoperability as being merely a technical issue. While technol-
ogy certainly plays an important role, there are other important factors instru-
mental to effective collaboration and service integration.

It is also important to bear in mind that while the use of ICT has greatly improved
service delivery and reduced the time needed for any government transaction to
be processed, it is not without risks. As governments require personal and some-
times sensitive data to be shared electronically, such as social security numbers,
bank accounts information for payment of fees and medical history profiles, the
protection of such data is crucial in building trust in, and increasing the usage of,
online services.

A key point of the back-end work is to create a seamless front-end experience
for users. People do not have to know the agency, department or level of gov-
ernment providing the services but rather just be able to find it and use it in an
effective manner.

Since 2012, there has been an increase in the number of online portals indicat-
ing a security feature. Europe is the leader in ICT security and protection with 21
countries providing a security feature, as opposed to 19 in 2012. Asia is second
with 16 countries providing a security feature, followed by the Americas with 11
countries, Africa with three countries and Oceania with two countries. Globally,
the total number of portals with a security feature jumped from 38 in 2012, to 53
in 2014 (see Figure 4.5).
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Figure 4.5.  Online portals indicating security features
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The electronic identity management feature in national portals is an important
way governments can regulate, monitor and standardize access to its online ser-
vices. Citizens wishing to use e-services can access a vast range of online services
through unique credentials that allow the system to recognize the user, tailor
the services to his or her needs and allow easy and fast tracking of the status
of transactions. Hence, users no longer have to memorize many credentials and
usernames in order to access e-services. This feature is also beneficial to the
government in that it allows all agencies, providing different services, to have
coherent and cohesive and similar information about users. This reduces bureau-
cratic procedures, minimizes redundancies and replication within the agencies
and maximizes the output to citizens. The number of countries offering such a
feature has increased from 52 in 2012 to 69 in 2014, or an increase of 9 percent-
age points in 2 years (see Table 4.4). Figure 4.6 describes the number of govern-
ment agencies using this feature at national level.

Table 4.4.  Use of electronic identity management feature

Electronic Identity Management

2012 2014
Number of countries 52 69
Global per centage 27% 36%

More than half of the United Nations Member States are providing links to e-pro-
curement platforms or announcements for bidding processes on their national
portals. 63 countries provide such features, with 55 Member States providing
information about the results of procurement/bidding processes, 33 countries
provide information about monitoring and evaluating existing contracts, and 54
countries provide an online tracking system for transactions and applications.

B 2014
2012
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The high number of portals providing e-procurement platforms is an indicator
that governments are moving away from a one-sided interaction between the
public and the private sectors, where governments are the sole providers of ser-
vices and information to citizens and businesses and are moving closer towards
a 2-way interaction, where governments are also requesting services from the
private sector through their online portal (see Table 4.5).

Table 4.5. Countries providing procurement announcements, evaluations and results

Number of % of total

Countries countries
National portal(s) providing an e-procurement platform or a link 63 339
to e-procurement announcements for bidding processes °
National portal(s) providing information about results of procure- o
o 55 28%
ment/bidding processes
National portal(s) providing any information about monitoring 33 17%
and evaluation of existing procurement contracts ?
National portal(s) indicati line tracki tem for trans-
ational portal(s) indicating an online tracking system for trans 54 28%

actions such as applying for grants, permits etc.

Figure 4.6. Number of government agencies using the same identity management
feature at the national level
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4.5. Conclusion

We are living in times characterized by high levels of inter-dependence, complex-
ity and uncertainty with great challenges ahead but also many new opportuni-
ties offered by the rapid advancements in technological innovations and growing
awareness of the potential of empowered societies and collaborative governance
for sustainable development. To overcome the many multi-faceted challenges our
societies face, including poverty eradication, climate change, social injustice, hu-
man rights violations, unemployment, among others, Governments are increas-
ingly addressing economic, social and environmental issues in an integrated man-
ner through a holistic transformation of government and by delivering services
through integrated and citizen-centric whole-of-government approaches.
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Governments in many parts of the world are becoming more collaborative, open
and transparent, innovative and inclusive by engaging citizens, communities,
NGOs and the private sector in devising and implementing together solutions
to society’s challenges. Collaborative governance, which can provide a sustain-
able framework for addressing the challenges of sustainable development, is
not easy to implement, but the lessons learned from this Chapter can be sum-
marized as follows:

* Develop a shared and holistic vision of sustainable development at the na-
tional level;

® Ensure political commitment;
® Putin place collaborative leadership and capacity development;

* Cultivate a collaborative organizational culture coupled with strong incentive
systems;

® Establish new coordination institutional arrangements and processes with
clearly defined roles and responsibilities and well-defined accountability
mechanisms;

® Set up integrated IT management strategies;
* Work towards achieving a balance between openness and privacy;
® Mobilize resources.

A holistic government transformation enabled by greater levels of collaboration
can present significant opportunities for more prosperous and empowered soci-
eties and for development that is sustainable for generations to come.
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