
  

 

Abstract—Digital government is the use of information and 

communication technologies (ICT) to support government 

functions, services, and citizens in their participation in social 

economic development, political processes and quality of living 

as a whole. However, despite the progress that have been made 

in the last two decades, most governments are far from 

capturing the full benefits of digitization [2]. There is a need to 

provide a methodology to help digital transformations, beyond 

the provision of online services and e-government portals, into 

the broader business of government itself. This paper presents 

studies of several digital government initiatives world-wide [2], 

and proposes a methodology for a transformational change of 

the government into digital business and service for better 

citizen centric services.  

 

Index Terms—Digital government, digital transformation. 

 

I. INTRODUCTION 

Information and communication technologies (ICT) is 

used to form digital government (e-government) which can 

support government functions and services and improve the 

quality of living as a whole. “Digital Government refers to 

the use of digital technologies, as an integrated part of 

governments’ modernisation strategies, to create public value. 

It relies on a digital government ecosystem comprised of 

government actors, non-governmental organisations, 

businesses, citizens’ associations and individuals which 

supports the production of and access to data, services and 

content through interactions with the government” [1]. The 

main objective of digital government is to provide essential 

services to the public from different corners which includes 

societal equity and inclusiveness, safety of the citizenry, 

productivity, service quality, transparency and accountability, 

public access, and citizen engagement and participation.  

Although almost all governments are now considering as 

e-government in terms of providing online services to the 

public, however most governments are lacking in capturing 

the full benefits of digitization [2]. Therefore, digital 

transformation is required in predicting wide-spread 

consequences arising from new technology almost in every 

sector of government such as social,economic, and 

institutional forces etc in order to show the capability of 

technology in changing conventional performance [3]-[5] . In 

this case, digital transformation is considered as solution to 

take necessary initiatives in making changes deeper in the 

provision of online services through e-government portals, 

into the broader business of government itself [6].  

 
Manuscript received September 25, 2016; revised November 4, 2016.  

Jenny Huang is with the University of New South Wales, Canberra, 

Australia (e-mail: j.huang@ adfa. edu.au).  

Achim Karduck is with the Furtwangen University, Germany (e-mail: 

Karduck@hs-furtwangen.de). 

It is expected that digital government should deliver 

services to the public through: 

1) Sustainable economy which can show its operational 

excellence in process, technology and people.  

2) Delivering more value by being resource efficient and 

citizen centric.  

3) Being agile, collaborative and competitive through 

innovation. 

New government business objectives and effective 

execution plan should be developed accordingly to achieve 

these goals through adoption of proper and consistent 

technical methods. As government is always intended to 

improve service delivery and reduce cost, digital platform is 

an effective initiative for reducing efforts and facilitating 

services such as payments, identity management and 

verification etc. Thus digital technology is considered an 

integral part of government through which government can 

improve the services by adopting a range of new technologies 

including mobile applications, smart devices, cloud 

computing etc. However, there are many existing challenges 

in digital government transformation identified by the 

authors in [7]. Therefore, there is a need to define a 

conceptual framework for digital government transformation 

which can address the issues to achieve the goal of producing 

successful outcomes envisioned by transformational digital 

government. In this paper, a technology enabled platform 

based government transformation is proposed which is able 

to provide improved services to the citizen and gain 

organizational performances.  

The paper is organized as follows: Section II explains the 

background why we need digital government transformation. 

Section III shows the need for digital government 

transformation.  Section IV proposed technology enabled 

platform digital transformation. Section V describes the 

SEED framework for government transformation.  Section 

VI discusses capabilities and benefits for platform based 

transformation. Section VII described different metrics for 

measuring digital government transformation performance. 

The paper is concluded on Section VIII with future remark.  

 

II.  WHY DIGITAL GOVERNMENT TRANSFORMATION  

As governments, like any major business, mobilize to 

modernize and meet 21st century expectations, they must 

develop online, or technology based systems that are 

consumer friendly, strategy driven, and capable of providing 

not only a better experience for those interacting with the 

government, but also technology systems which improve the 

way the government systems, in and of themselves, are 

capable of operating. This process of modernization is known 

as digital government transformation. 
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In essence, digital transformation in government is seen as 

two distinct processes, first, internal processes are 

transformed. This means updating the technology that is used 

inside a government, which control and coordinate 

day-to-day operations. Secondly, relational processes are 

transformed. This means updating the social aspects of a 

government’s digital presence, to alter how it engages with 

other social and political entities [8]. This altogether, works 

to create a more efficient and more interactive system, which 

is designed not only to make inter-government relationships 

more effectual, but also works to increase its visibility and 

intractability as it regards the citizenry under a government.  

Almost all governments are moving toward the 

e-government model, and revising their systems to provide 

increasing access to online services for the public, or their 

constituency, and to increase the interconnectivity of their 

offices or segments. However, despite the progress that has 

been made in the last two decades, most governments are far 

having developed systems that harness all of the benefits 

available from increased digitization [2]. A review of the 

literature available on the development of Digital 

Government will reveal the basic ways that digital 

government can increase its own efficacy through 

digitization, the expectations of the public with regard to 

digital government, and the frameworks that governments are 

using, or have already used in order to achieve these 

transformations 

A. E-government Start-up  

Digital government goes beyond just trying to update the 

existing, out of date and inefficient governmental processes. 

It is, in fact, more like starting an entirely new business with a 

digital or technologically based foundation. As such it is 

constructed, or in this case reconstructed around a digital 

framework. This element, or viewing the current 

Government as a “digital start up” means structuring the 

government around the new framework, rather than trying to 

get the new framework to fit inside the old government’s 

systems [9]. This requires a total transformation of the 

current Government’s business processes, service delivery 

models, and total culture, to restructure how the government 

performs basic functions, or governs. 

This is in part, relevant, because while many existing 

business/industry frameworks, architectures and best 

practices can be leveraged for the transformational change, 

however, because of the broad range of the services and 

diversity of how each agency operates, often each project is 

as a new initiative and new investment even among similar 

projects.  

The relevance of this mind set or model has been heavily 

documented in the development of digital government 

services in Sri-Lanka and Belarus [10], [11]. When a 

government launches online services, it hopes to increase 

profits by generating income and by increasing interactivity 

with clients. Similarly, the underlying goals of e-governance 

is to develop the country’s economy, and improvement of 

citizen quality of life [10], [11]. It is because of these 

parallels that use of business frameworks are often applied as 

a basic concept for creating frameworks for digital 

government transformation.  

B. Steps in the Digital Government Transformation 

Because it is modelled after a start-up, and launched as a 

new and independent framework, separate and apart from old 

government systems, it takes time to launch, and must go 

through multiple stages of development [12]. According to 

[10], “Nearly all the countries in this world now have some 

sort of Internet presence, or so-called e-governance. Some 

countries still in entry-level publish only stage, and many 

countries are in the advanced transaction stage [10].”  

The eGovernment Transformation Plan, as outlined by 

[12], is built from six main steps such as: 

ePresence Stage: The government is intended to  publish 

information through website at this stage [10], [11]. This 

stage creates a placeholder for the transformation framework 

for generating information that needs to be processed to 

deliver service [13].  

Interaction Stage: this stage establishes interactive, 

web-based initiatives to the public. While the interactions at 

this stage are simplistic, and likely need a great deal of 

refinement, they create an element of the framework that is 

will both give the public the ability to make contact with the 

government, and to streamline basic government operatives 

[13]. 

Transactions Stage: The transaction stage enables public 

to conduct complete some, at least basic transactions, 

completely online, avoiding a trip to an office [12]. Examples 

would include filing out a license renewal, applying for aid, 

or providing personal information updates. The stage 

includes building in a payment service system, so that the 

framework is capable of taking e-payments [12]. Likewise, 

these kinds of applications allow increased data exchange, or 

information sharing, between government agencies [12]. 

However, it should be noted that “although the level of 

interactivity is of a higher magnitude than second stage 

initiatives, the activities still involve a flow of information 

that is primarily one-way (either to government or to the 

client, depending on the activity). The electronic responses 

are generally highly regularized and create predictable 

outcomes [13]. Thus, though it is more operational, it cannot 

be considered complete at this stage.  

Transformation Stage: The transformation stage is 

directed to add value, and a sense of customer service to the 

basic framework that was established in the previous stages. 

This it is not about adding new systems, but rather designing 

upgrades to, or transforming the systems in place [12]. This 

adds both efficiency and convenience and must be developed 

both vertically, in terms of what is provided to the customers, 

and horizontally, to determine the interactions between 

government sectors. This is the peak point of evolution for 

e-government, according to [13]. This is because of the 

power it has to change government. It not only ensure a 

higher, more engaged, and more service-oriented interaction 

with the public but also “facilitate the seamless flow” of 

materials or information, and enhances  cross-structural 

decision making, between federal, state, local, public, and 

private stakeholders [13]. Some experts have gone so far as to 

claim that, at its most advanced level, this transformation 
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could allow governments to reorganize, and eliminate 

unnecessary departments through shared responsibility over 

virtual channels [13]. While [13] model, thus, ends here, 

more recent experts have outlined an additional two stages 

for more complete success.  

eParticipation Stage: The participation stage takes longer 

to reach than each of the previous stages, representing a set of 

long-term goals for both the development and the application 

of the eGovernment framework developed [12]. In terms of 

thinking about the business as a start-up company, it is the 

stage at which the business moves from a start-up toward a 

mature business. The digital government structure, by 

creating tools that accommodate features like voting online, 

doing consumer research, developing the interaction of 

government agencies, and other operations and services, can 

improve both governmental efficiency and the involvement 

of the citizenry [12]. 

eBorder /eRegional Stage: Another long-term process to 

improve e-government over time, involves making contact 

with other neighbouring governmental systems, in order to 

offer collaboration with those further governments [12]. 

Reaching this goal requires that the governments share and 

exchange data between countries, in accordance with agreed 

shared goals.  

With an understanding of these stages and goals in mind, it 

is possible to embark on a greater understanding of how 

working through these stages to deliver e-government can 

improve internal efficacy, and why such digital government 

transformations are needful.  

 

III. THE NEED FOR DIGITAL GOVERNMENT 

TRANSFORMATION 

 

While some define digital government purely as a 

technological approach to increasing communication and 

interaction between citizens and businesses with the 

government, the reality is that it is much more [14]. It is truly 

the intersection of three area of development, only one of 

which deals with the public. The other two focus on internal 

efficacy, or improvement of the government’s internal 

operation. These two areas include: the connection and 

interaction of connecting agencies, and resourcing operations 

[15]. 

In terms of the internal initiatives related to digital 

government, there are three measures of efficacy or 

improvement that should be considered: inputs, outputs, and 

outcomes [16]. That is to say that while the greatest focus can 

be on the total outcome, it is important to understand which 

branches of government, or performers, are involved in the 

process or project at hand and the extent to which they 

provide input of data or output of data that effects outcomes 

and performance [17]. 

This kind of strong internal structure is also relates to the 

readiness and ability of different government sectors to share 

information. There was a time when individual government 

offices maintained their own files. Today, however, both 

efficacy and internal connectivity, it is in the best interest of 

governments to focus digital government development on 

sharing resources, by creating interactive and interconnected 

databases that allow varying sectors to share information [17], 

[18]. There are multiple basic models, or mindsets, which can 

drive this kind of organization.  

For example, one study by Sarantis, Charalabidis, and 

Askounis studied the use of goal-driven management 

frameworks for digital government transformations, and the 

implementation electronic systems [19]. Generally, the study 

found that e-government is more successful when it 

incorporates goal-driven systems that contain a project 

management framework. This allows the commission of 

government projects to share information between 

interrelated, or collaboration offices, through the sharing of 

tools, organizers, monitoring systems, and schedules [19]. 

This simplifies the sharing of information, and ensures that 

all parties are acting in coordination, rather than relying on 

potentially conflicting information.  

Speaking more generally, the authors in [20] found that as 

countries shift their focus to provide electronic automation at 

all government levels, they must focus on utility, which 

includes internal change and interaction. In other words, 

services are transformed only by the introduction of 

instruments that facilitate the organization of government 

services, and the ability to scale and engineer the way 

governmental subsets operate and support one another [20]. 

Again, in this case, the focus is placed on “process modelling, 

planning, management and implementation of IT projects,” 

as they relate to internal government operation and 

interaction with the public, equally [20].  

There are multiple ways in which this integration of 

information, and sharing of information across multiple 

sectors actually protects both the projects and the public. This 

includes systematizing data representations, and reducing 

information conflicts by ensuring that all the data recorded is 

in a consistent format, that data is represented in a single 

domain, to prevent multiple, overlapping or conflicting 

representation, to ensure that the units of measure are 

consistent, to simplify aggregation, and to ensure ease of 

implementation and coordination [18].  

B. Digital Governance for Public Relationship  

As previously mentioned, the other, and perhaps most 

prominent of the implementations is that of developing a 

relationship between the public and the government. This 

includes increasing the movement of information, and true 

interaction between the government and individuals and 

businesses in its constituency.  As such, it can be defined as a 

method of drawing people and businesses closer to the 

government through the reinvention of “government systems 

in order to deliver efficient and cost effective services, 

information and knowledge through information and 

communication technologies [14]”. 

This role of the digital government transformation is 

especially important at current, as governments work to 

rebuild a relationship with the citizenry based on trust and 

progress. According to [21], the citizen trust of governments 

has been significantly damaged, or suffered reduction, as the 

results of a variety of global situations, or governmental 
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failures including the current economic crisis, public 

corruption cases, and the leaking of government information 

and hacks into public databases [21]. However, a 

well-constructed e-government can help to re-build the trust 

of the citizenry, by increasing the government transparency, 

accessibility, communication, and perceived quality of 

services [21]. 

In Spain for example, the public law 11/2007, established 

that citizens have a right to interact with Public 

Administration, and the government has the responsibility to 

provide an e-government system that provides for a high 

level of internet-based interaction with government sectors, 

in order to pose questions, perform transactions, and gain 

information [21].  

The success of public e-government initiatives is twofold, 

first that the public will actively adopt the engage with the 

platform presented, and second that the government will 

present an entity that is capable of engaging the public or 

gaining their trust [22], [23]. 

As such it is essential that the platform presented have a 

perceived quality, which is observable, and which is service 

focused [24]. This means that he services must be easy to use, 

and built to establish an ongoing and interactive relationship 

with the citizenry. More specifically, this is defined as being 

measured in five areas “efficiency, privacy, fulfilment, 

system availability, and responsiveness [25].”  

This coincides with [26], and his peers, recent study, 

which determined that e-government can be used to face 

many of the challenges that are facing the public-serving 

segments of government [26]. This occurs through the 

application of business strategy, or an “entrepreneurial 

paradigm” to the public sector, in order to increase the quality, 

and equality of the services provided by the government [26]. 

This includes closing divides between the public and the 

services they need, solving accountability shortcomings, 

giving citizens a place that they can feel assertive, and raising 

awareness.  

More recently, studies have focused on crowdsouring as a 

means to doing just that, allowing the citizenry to become 

more actively involved in the development of the digital 

government that provides them access to the elements of 

e-governance [27]. As such, three new measures of success 

are outlined as: innovation, agility, and crowdsourcing.  

Specifically, agility and innovation can, theoretically, be 

improved through crowdsourcing, or encouraging the 

involvement of the public in the development of improved 

digital systems. According to the work of [27], “that broader, 

unencumbered participation in governance is an objectively 

positive and democratic aim, and that governments’ 

accountability can be increased and poor performance 

corrected through openness and empowerment of citizens.” 

By such means, crowdsourcing can improve tracking of 

flaws, increase reporting of poor government performance, 

and government responsivity as it relates to those reports, 

organizing grassroots movements, and inspiring civic 

participation and wide-spread change through increased 

engagement [27]. 

IV. A TECHNOLOGY ENABLED PLATFORM FOR DIGITAL 

TRANSFORMATION  

In order to improve the efficiency of e-government, here 

we proposed technology enabled platform transformation so 

that government can be aware of the coordination of 

information flows, collaboration and innovation of different 

actors and situational awareness. A Platform is typically 

made up of a number of systems managed a coherent unit to 

deliver a well-defined set of business capabilities through 

using different applications. A Platform can be exposed 

through a small simple or very large service by generating 

diverse capabilities and services. Examples of Platforms 

would be things like Amazon Web Services or IBM 

BlueMix. 

Platform based transformation framework helps 

government to make an infrastructure which can be available 

to use by both public and government. The whole idea of 

platform based transformation is to create a community in 

order to reduce the transaction cost and increase the 

feasibility of using different processes. In this framework as 

shown in Fig. 4, we are showing the interaction of different 

processes for platform based transformation through which 

people can be interconnected to observe, report, collect, 

analyse, and provide information.  

In the framework we have three sub components: 

1) Technology enabled platform formation 

2) Technology enabled platform used by Private sector 

3) Technology enabled platform used by Public sector 

A. Technology Enabled Platform Formation 

In this phase, government collect the requirements and 

make a documentation using their previous data regarding 

performance and activities. According to the requirements, 

applications are developed by the developers using different 

definitions, protocols and tools and make them available to 

the government. Then government introduces this 

technology enabled platform to different collaborative actors 

for collaboration. 

B. Technology Enabled Platform used by Private Sector 

Government introduces the platform to different 

organizations in private sector but not all so that researchers 

and citizen can get advantages from this platform. They can 

submit, acquire, search and visualize diverse, distributed and 

derived public sector datasets in order to improve the 

efficiency of government. 

C. Technology Enabled Platform used by Public Sector 

This platform allows public sector organizations to be 

integrated to fulfil government mission and vision. Such 

platform allows public organizations to link data like 

criminal statistics, labor force and employment market etc in 

order to make the government more efficient. 

Government can increase the business capability through 

platform based transformation which provides a strategy to 

get better technologies to observe, report, collect, analyse 

through providing and disseminating information to different 

stakeholders. Fig. 1 shows the platform capabilities through 

technology platform from business platform to gain success 

in business. 
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Fig. 1. Technology enabled platform for government transformations. 

 

 

V. THE SEED FRAMEWORK FOR FOR DIGITAL 

TRANFORAMTION 

An ICT (Information and Communications Technology) 

enabled digital ecosystem blueprint, aims to facilitate 

collaborative sustainable development through an emphasis 

on locally-led technological innovation. In this technology 

enabled platform, we will use the proposed SEED (Social, 

Economic and Environmental Development) [28] framework 

to create an environment for the community towards 

discovering opportunities for development. This is a 

systematic collective intelligence approach between 

application developers and service providers. The focus is on 

a value-based partnership strategy between different 

communities in both public and private sectors for 

government transformation. This allows the efficient use of 

resources through shared knowledge and process automation 

and builds long term social equity.  

 

 
Fig. 2. SEED framework. 

 

The 6 phases of locally-led innovation lifecycle include: 

A. Needs: Identify Needs and Opportunities 

The “needs” of a platform is identified through identifying 

different concerns raised by the local community. 

Information is gathered and connected in a semantically rich 

knowledgebase. New development opportunities and 

ongoing project evaluation purposes are a direct result of this 

information. Indicators of implementation priorities are 

common needs found in other communities, which highlight 

opportunities to reduce redundant investments. 

B. Strategy: Identify Stakeholders and Partnership 

Strategy 

Governments, NGOs, businesses, trustees and research 

organisations are able to assemble multi and interdisciplinary 

teams to leverage and build upon this knowledgebase. This 

assists in identifying and organising targeted business cases. 

In this phase, partners and key stakeholders step forward to 

define project scopes and execution strategies (see more 

details in the Value Delivery Modeling and Ecosystem 

Governance & Operations sections). 

C. Incubation: Project Incubation and Crowdsourced 

Innovation 

The initial implementation and investment strategy can be 

carried out using a process similar to venture capital or angel 

fund investments. A paradigmatic strategy for government 

investment based on project performance, is the UK Social 

Impact Bond. It is the incubation phase where research, 

appropriate technology and best practices are identified for a 

given problem space. Evidence of data and stakeholder input 

(both at the global and local level) guide the investment and 

execution strategy. Successful incubation projects will be 
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captured and connected in a knowledgebase, providing 

insight for the investors, and industry as a whole. Any data 

obtained data from unsuccessful projects is not useless, but 

will assist in cross-referencing common obstacles and 

recurring issues across the local/global spectrum. 

D. Localisation: Customisation and Knowledgebase 

Refinement 

An open and “coopetition” development strategy is similar 

to an open source approach. This is because it encourages 

creativity and promotes re-use and local customisation. 

Updating information from field workers and others in the 

community is now made easier by using location data, mobile 

technologies and social media. Participants have the ability to 

localise the knowledgebase by uploading data specific to 

their communities. In addition, information can be shared 

with similar communities where the data contributes to the 

overall global refinement of the knowledgebase in order to 

replicate solutions and reduce redundant investment. 

E. Evaluation: Project Evaluation and Impact Investment 

To help measure and determine the impact-based 

investment strategy, benchmarks and metrics must be defined 

and standardised. The inclusion of reports and indicators also 

helps in the refinement of the knowledgebase. 

F. Creation: Technology Transfer, Business and Job 

Creation 

Successful incubation projects also link to new businesses, 

job creation and curriculum development for education, as 

well as leading to new technology implementations and 

deployment. The SEED knowledge base should be leveraged 

(adapted, transferred, extended) for similar community 

development efforts, and continuously enriched with local 

instantiations and. 

 

VI. CAPABILITIES AND BENEFITS FOR PLATFORM BASED 

TRANSFORMATION 

A. Capabilities of Platform based Transformation 

Platform Capabilities are the unit of Business that is 

exposed via a catalogue for internal or external use. The 

Platform Manifesto describes APIs as one of the key building 

blocks of a Platform Business Model. Digital leaders like 

Pearson have pioneered them to underpin their platform 

strategies. Therefore, the exposure of the Business can be 

increased through using Open APIs that allow system and 

users to interact the technical content of the platform without 

having to be aware if the technical complexity. Platform 

Capabilities are typical in developing a complex business 

service through composition. This composition can occur 

within a single platform. For example combining multiple 

Amazon Web Services capability to deliver what appears to 

be a single service. Composition can also be used across 

platform. For example creating a Salesforce Analytic 

capability by using APIs exposed by Salesforce and Watson 

Analytic. 

 

 
Fig. 3. Interactions between business and technological views in digital government transformation. 

 

B. Benefits of Platform Based Transformation 

There are various benefits of using technology enabled 

platform based model in the public sectors, such as: 

For Service Providers: It helps them understand their core 

assets, and how to use models like the business canvas to 

re-engineer their operating model. The target is to place 

service providers as the heart of a digital eco-system, 
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enabling vertical industry solutions to transform every aspect 

of our lives, from smart health to smart energy and from 

smart cities and transportation to the 4th Industrial revolution. 

The platform model also drives an internal operating model 

through splitting large monolithic organisations into nimble 

and empowered operating units. 

For Vendors: It helps vendors understand multi-sided 

business models and how they can package their capabilities 

to fit seamlessly into this platform based model. In a 

technology enabled platform based model, there are 

unprecedented opportunities for vendors to innovate the 

platform by providing different solutions to the market.  

Learning from the many examples of case studies [8], [26], 

[29], the essential approach is to understand an organisations 

core assets (using the business canvass). There is no standard 

model for the size and scope of a platform – the platforms 

represent an organizations target operating model where a 

single company or business unit can deliver and operate a set 

of value-added-services. The target is to focus on core assets 

and enable the platform to deliver all non-core services. The 

platform therefore both hosts many customers (tenants) and 

can be a tenant itself on multiple other platforms. 

 
Fig. 4. Industry vertical solution through digital value. 

 

The ability to share common services in an automated and 

API enabled platform based model makes many of new 

solutions possible. The business platform approach enables 

new solutions to work and creates a virtuous-circle of 

capabilities and solutions. The virtuous-cycle can already be 

seen in the internet hyper-scale cloud operators which have 

driven new revenues task into the Infrastructure and 

Platform-as-a-Service providers. 

Open APIs are required to be integrated in a platform to 

use the services of one of the Infrastructure- or 

Platform-as-a-Service companies without having prior 

knowledge of the underlying systems or processes that 

deliver these services. The platform service providers are 

also constantly innovating in the ways to deliver these 

services through using big data and machine learning in order 

to constantly optimize the customer experience and cost. The 

Platform based systems should be flexible enough to support 

unforeseen use cases for customers and users. The 

standardization should focus on Open APIs that meet the 

following principles: 

1) Abstract: Reflect the “business” service that is provided, 

not the implementation. 

2) Loose-coupling: Do not expose any technical 

dependencies/intimate knowledge of the underlying 

implementation. 

3) Reusable: APIs are defined with re-use in mind (even for 

unknown future use-cases). 

4) Discoverable: Service contracts can be effectively 

communicated and interpreted. 

5) Developer-friendly: APIs can be consumed with 

minimal effort/cost. 

VII. METRICES FOR MEASURING DIGITAL GOVERNMENT 

TRANSFORMATION PERFORMANCE 

There are different metrics that are measured in order to 

get the performance level of digital government 

transformation framework. This measurement will inform 

customers about the service level that they desire to perceive 

from the government. Performance metrics depend on the 

customer service strategy through collection, analyze and act 

upon customer feedback. 

1) Metric1-Overall Customer Experience: This is based on 

Customer’s perception of the experience of using the 

technology and depends on customer’s satisfaction level. 

2) Metric 2- Completion rate of intended task: This metric 

determines the needs of the customer, and gaps and 

deficiencies in services and information. It basically 

provides actionable data that gives accurate picture of 

whether people could successfully complete their task 

through the platform based technology. 

3) Metric 3- Visitors likely to return- This metric is based 

on  customer’s perceived willingness to recommend the 

service. It is important to pair this “intention” with actual 

returning visitor data to make better predictions about 

customers satisfaction level. 

4)  Metric 4- Easy access of information- This metric 

determines easy access of information that customer 

needs. It is very useful to get the overall rating about the 

technology. 

5) Metric 5- Timeliness- This metric determines the 

customer’s perceived ability to get the service within a 

time frame. It is an important metric to get the overall 

rating about the technology. 

6) Metric 6- Meeting Expectation- This metric determines 

the level of satisfaction that customer expect using the 

service. 

The authors in [30] described different initiatives that 

government leaders need to take in order to motivate 

transformation performance and to bring it up to an 

aspirational target. These are as follows: 

1) Alignment of e-government  with comprehensive 

public sectors to improve performance. 

2) Setting up a clear and shared vision of digital 

government which is achievable through using of 

ICT-enabled tools 

3) Development of comparative performance metrics  

depending on  available data  

4) Collaborative discussions both inside and outside 

government  regarding performance improvement 

5) Maintaining visible engagement with all stakeholders 

which can lead sustainable improvement of 

performance. 

6) Setting up leadership through clear policies and stretch 
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targets which can ensure better performance through 

coordination and cooperation among different agencies 

7) Maintaining standard infrastructure through integration 

of various mechanisms for attracting and retaining the 

necessary capabilities in digital service 

8) Bringing new cultures and practices through government 

transformation and data-driven decision making 

9) Adding value for setting up specific and stretch targets 

through innovation in service design and continuous 

measurement of use and outcomes 

10) Integrating strategic flexibility tools and practices from 

the private sector to the public sector and adapting them 

in order to increase government transformation 

performance. 

 

VIII. CONCLUSION 

As government is intended to find feasible ways to deliver 

services for the digital era, there is a need to transform the 

ways for implementing new innovations for long-term 

sustained improvement. Alternatively, government always 

tries to find a feasible ways to reduce costs and solve 

organizational problems by developing new methods through 

adoption of proper and consistent technical methods. Here, 

digital technology can be an effective way to transform 

public sector services for the betterment of humanity, and 

creating a more open, innovative and transparent government. 

Though government faces lots of challenges in adoption of 

these new methods, tools, practices and models, IT becomes 

an integral part of government for improving the services 

through the development of a range of new technologies. 

Therefore, technology enabled platform digital government 

aims to effectively support self-organizing, multidisciplinary 

collaborations and transformation concepts and ideas into 

actions for stimulating innovation by mobilizing stakeholders 

in order to reduce cost and facilitate services.  

REFERENCES 

[1] 

[2] TGF-v2.0. (2014). In transformational government framework version 

2.0. burlington, MA: OASIS Open. [Online]. Available: 

http://docs.oasis-open.org/tgf/TGF/v2.0/cs01/TGF-v2.0-cs01.pdf. 

[3] N. Bowie, “Voting, campaigns, and elections in the future,” in 

Elections in Cyberspace: Toward a New Era in American Politics, 

Anthony Corrado and CharlesFirestone, Ed. Queenstown, MD: Aspen 

Institute, 1996, pp. 69-96.  

[4] M. Margolis, and R. David, Politics as Usual: The Cyberspace 

“Revolution” Thousand Oaks, CA: Sage Publications, 2000. 

[5] R. Davis, “The web of politics: The internet’s im-pact on the American 

political system,” New York: Oxford University of Politics: The 

Internet’s Im-pact on the American Political System, New York: 

Oxford University Press, 1999. 

[6] C. Dilmegani, B. Korkmaz, and M. Lundqvist. Public-sector 

digitization: The trillion-dollar challenge. McKinsey. Business 

Technology. [Online]. Available: 

http://www.mckinsey.com/insights/business_technology/public_secto

r_digitization_the_trillion_dollar_challenge. 

[7] E. Fensom and T. Katsabaris. (2015). Digital government 

transformation. Deloitte Access Economics. [Online]. Available: 

http://www2.deloitte.com/au/en/pages/economics/articles/digital-gove

rnment-transformation.html 

[8] L. F. Luna-Reyes and J. R. Gil-Garcia, “Digital government 

transformation and internet portals: The co-evolution of technology, 

organizations, and institutions,” Government Information Quarterly, 

vol. 31, no. 4, pp. 545-555, 2014.  

[9] P. Ibarra. (2013). Running government like a startup. Governing. 

[Online]. Available: 

http://www.governing.com/columns/mgmt-insights/col-high-performi

ng-government-lessons-business-startups.html. 

[10] R. Davidrajuh, “Planning e-government start-up: a case study on e-Sri 

Lanka,” Electronic Government an International Journal, vol. 1, no. 1, 

pp. 92-106, 2004 

[11] D. Marushka, “E-government stat-up in belarus,” International 

Journal of Public Information Systems, vol. 8, no. 1, pp. 1-11, 2012. 

[12] ITA, “eGovernment transformation stages,” Infomation Techonology 

Authority of Sulanate of Oman, 2015. 

[13] J. W. Seifert, “A primer on e-government: Sectors, stages, 

oppertunities, and challengess of online governance,” Report for 

Congress. Congressional Research Service for the Library of Congress, 

2013. 

[14] Z. Fang, “E-government in digital era: Concept, practice, and 

development,” International Journal of the Computer, The Internet 

and Management, vol. 10, no. 2, pp. 1-22, 2002. 

[15] R. Howard. Digital government key initiative overview. [Online]. 

Available: 

https://www.gartner.com/doc/2715718/digital-government-key-initiati

ve-overview. 

[16] G. N. L. Stowers, “Isues in e-commerce and e-government service 

delivery,” in. Digital government: Principles and Best Practices, A. 

Palichev & G. D. Garson, Ed. Hersey, 2004 PA Idea Group Publishing, 

pp. 169-185. 

[17] A.-V. Anttitokiko and Ari-Veikko, Encyclopedia of Digital 

Government, New York: Idea Group INC, 2006. 

[18] Kaza and H. Chen, Digital Government: E-Government Research, 

Case Studies, and Implementation, New York: Springer Science & 

Business Media, 2007. 

[19] D. Sarantis, Y. Charalabidis, and D. Askounis, “A goal-driven 

management framework for electronic government transformation 

projects implementation,” Government Information Quarterly, vol. 28, 

no. 1, pp. 117-128, 2011. 

[20] A. M. Sourouni, G. Kourlimpinis, S. Mouzakitis, and D. Askounis, 

“Towards the government transformation: An ontology-based 

government knowledge repository,” Computer Standards & Interfaces, 

vol. 32, vol. 1-2, pp. 44-53, 2010.  

[21] D. B. Garcia and L. V. C. Ariono, “Rebuilding public trust in 

government administrtaions through e-government actions,” Revista 

Española de Investigación en Marketing ESIC, vol. 19, no. 1, pp. 1-11, 

2015. 

[22] L. Carter and W. C. Belanger, “E-government adoption: A cultural 

comparison,” Information Systems Frontiers, vol. 10, no. 1, pp. 

473-482, 2008. 

[23] F. Bannister and R. Connolly, “ICT, public values and transformative 

government: A framework and programme for research,” Government 

Information Quarterly, vol. 31, no. 1, pp. 119-128, 2014.  

[24] A. E. Schlosser, T. White, and S. M. Lloyd, “Converting web site 

visitors into buyers: How web site investment increases consumer 

trusting beliefs and online purchase intentions,” Journal of Marketing, 

vol. 70, no. 1, pp. 133-148, 2006. 

[25] M. S. Janita and F. J. Miranda, “Exploring service quality dimensions 

in B2B e-marketplaces,” Journal of Electronic Commerce Research, 

vol. 14, no. 4, pp. 364-386, 2013. 

[26] N. Mohamed, “A knowledge management approach to citizen 

relationship management in e-government content,” International 

Journal of EBusiness and Government, vol. 5, no. 1, pp. 108-119, 

2013. 

[27]  M. Bott and G. Young, “The roll of crowdsourcing for better 

governance in international development,” PRAXIS The Fletcher 

Journal of Human Security, vol. 27, no. 1, pp. 47-70, 2012. 

[28] J. S. Huang, K. Hsueh, and A. Reynolds, “A framework for 

collaborative social, economic and environmental development: 

Building a digital ecosystem for societal empowerment,” in Proc. 7th 

IEEE International Conference on Digital Ecosystems and 

Technologies (DEST), 2013 

[29] B. Larsen and M. Milakovich, “Citizen relationship management and 

e-government,” Electronic Government Lecture Notes in Computer 

Science, vol. 35, no. 9, pp. 57-68, 2005. 

[30] K. H. Nagy, Mastering Digital Transformation: Towards a Smarter 

Society, Economy, City and Nation (Innovation, Technology, and 

Education for Growth), 1st ed. Emerald, 2016. 

Journal of Economics, Business and Management, Vol. 5, No. 6, June 2017

OECD, “Recommendation of the council on digital government 

strategies,” Public Governance and Territorial Development 

Directorate, 2014.

253



  

Jenny Huang is a Ph.D candidate at the Business 

School of UNSW@ADFA, she has more than 25 years 

of Information and Communication Technology (ICT) 

industry experience, working at international 

cooperation and standards policy setting level, focuses 

on enterprise architecture and infrastructure 

development to facilitate service innovation and value 

creation, especially on research and development of 

operational standards and best practices for the Digital 

Ecosystem. 

Working side-by-side with industry’s top talents, Jenny is also interested 

in developing her knowledge and participation at the grassroots/end user 

level. She firmly believes that the solutions to humanity’s most pressing 

issues require global efforts, that harness good ideas from the grassroots level 

and effectively transform them into practical solutions. 

Achim Karduck has been appointed as professor for 

telematics at Furtwangen University, Germany by the 

State of Baden-Württemberg in 1997. At Furtwangen 

University, he co-established the degree program of 

computer networking and is responsible for the 

international collaborations in the area of computer 

science/IS. His research activities are in the area of 

software architectures and telematics, collaborative 

systems, and digital (business). Often, the research is 

being done in conjunction with industrial partners and international research 

centers (such as Daimler research, SAP research, Australian Antarctic 

division). He has lectured and researched internationally at 

Tongji-University Shanghai (China), Universidade Federal de Santa 

Catarina (Brazil), and the Grand Ecole EMAC (Albi, France), and Curtin 

University (Perth, Australia). 

 

Journal of Economics, Business and Management, Vol. 5, No. 6, June 2017

254


