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Recent Comments

* “Perhaps the core of the problem is that government tends to
think big - getting everyone online by 2005, making all services
available electronically at the same time - but big projects are
almost impossible to manage, often fail to achieve their core
objectives and have such long timescales to delivery that
the initial excitement has vanished by the time they arrive”

* “Another problem is the lack of any real sense that government
sites are working together to coordinate their activity, index
each other and generally provide the links and connections that

would allow visitors to find their way around easily”

* “Despite the vast amounts of money that have been spent, and
the undoubted technical skills and ability of many of the people
Office of working on them, few government websites seem to do what
pailailes they are supposed to do - meet the needs of their users. And
@w;“;u‘ even those that do are hard to find and under-used”




“yet another example of how we have failed to reach the
promised land of electronic government in which departments
work together, offering seamlessly integrated web-based services
to shiny happy citizens sitting at their gleaming computers and
flat-screen displays”

“The reality is a disparate collection of poorly-used services
which often fail to meet people's real needs”
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The Scale........
* The UK Government conducts 5 billion transactions ayear with
its UK citizens[& business] spread over 20 |large departments,
480 local authorities and more than 200 agencies.
* These transactions already involve many millions of UK
citizens closely linked to a government promise that these
services would be available [on-line] by 2005.
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A Single Department’s Days Work!

* The United Kingdom National Health Service (NHS) is a massive and hugely
varied health service delivery organisation. In a typical week:

« 1.4 million people will receive help in their home from the NHS

« 6.0 million people will visit their GPs

* More than 800,000 people will be treated in NHS hospital outpatient clinics

« 700,000 will visit a NHS dentist for a check-up

« NHS district nurses will make more than 700,000 visits

« Over 10,000 babies will be delivered by the NHS

* NHS ambulances will make over 50,000 emergency journeys

* NHS Direct nurses will receive around 25,000 calls from people seeking medical
advice

* Pharmacists will dispense approximately 8.5 million items on NHSprescriptions

* NHS surgeons will perform around 1,200 hip operations, 3,000 heart operations and
1,050 kidney operations.

« Labs and associated services will provide results on millions of tests.

* Again, thatis all in 1 average Week. That equates to roughly 3 Million critical
processes per day. If totally supported by a single electronic records system,
this would result in approximately 30 million transactions per day on a 24
hour, 7 days a week basis.
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30 Minutes to......

* Aggregating Government Services
* |dentity Management

* Registration & Authentication

[ J

Building Personalisation
* Trust
Delivering Value and Benefits




On-Line Government Store & Biz.Gov
(Aggregating Government Services to Citizens & Business)
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Educanon
Student loans
Schools applications

Health Jdustice

Citizen to CJS
transactions

e-prescriptions
Registration of births

Filing accounts
VAT

Corporation tax
Company registration

a Curriculum online and deaths Civil claims

8 University Hospital appointments

> applications GP appointments
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g PAYE end of year Tax discs Retirement pension
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Vehicle registration
Driver services
Transport Direct
Passport applications

Benefitapplications
Tax credit applications
Personal tax returns

Land and Property

Planning applications
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CAP payments Voting
Livestock tracking C:
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Wholesale Intermediarv Market

Online Government Store

with single sign-on to the key transactions

Routes to Market

Gateway and authentication
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A cross-channel “store front” offering coherent packages
of content and services grouped round customer needs,
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The Problem -
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1 Registration/user | D/Password

Process
3 PIN’ gPasswords/Activation

Multiple Enrolment/V erification/Activation

/NHS




Where we are today......
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BUSINESSRULES, SECURITY, TRUST
A Activate
Service
Esrgr()l.for hctivation || PIN/ Transact
vice ; Password
- » Pin | Cetificae ;)
Reg|st€ A Activate
A" Service
Esnerrol‘for Wctivation || PIN/ Transact
vice . Password
g Pin 7| Cetificate
Time

Comxlexity \
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Aggregated Services Need.......

/ Deliver Integrity and Trust

A

RULES, SECURITY,

\ F Minimum delay between registration, enrolment, activation

~

Simple

Simple
Secure
Authentication

>/
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Smart Registration

Developing requirement from previous SSO work.
Based on 4 deliverables:

— A single, secure credential when dealing with
government

— The ability to move across inter-government
transactions using this single credential

— Provide the minimum of delay between registration,
enrolment and using services

— Maintain the levels of security and confidentiality as
promised by government/appropriate for service
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Key Components

(Thick )Registration Model

— Registration (Identity Management)

— Enrolment Options Registration

— Multiple Activations

— Single Credential (Single ID/Password/Cert/other)
(Thin) Transaction Model

— Single Credential Authentication for
(enrolled/authenticated) services

— New service enrolments (referral back to registration)

— New Authentication (referral back to registration)
Smarter HelpDesk Model
Office of

the e-Envoy — Multiple Service Team
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Smarter Registration Offers.......

/ Thick Registration Model (Cover Known Facts)

Registration

»
Multiple Enrolment/Activation

3 Single Credential (al) Services

Help & Support Registration &
Bundled Enrolment/Verification/Activation
Office of Transact using single credential
the e-Envay (Single credential can be layered from UID
ol Password/Additional Info/Cert/Biometric
@y oniine (subject to service providers businessrules)

Help/Support/Password M anagement

Smart Registration......

BUSINESS.RULES, SECURILLY. . TRUST S'mnle‘

Transact || Transact
74 4

Transact | |Transact || Transact

Transact | |Transact || Transact
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To get there....... short term

Enrolment
Data
| Sharing
J of
Enrolment Known
Facts

Transact | [Transact || Transact
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Transact | [Transact || Transact
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Longer Term View?
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Enrolment
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Enrolment
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Transact Transact | [Transact || Transact
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Business Today.....(3 Depts)

Sign -on for Government financial transactions - the customer experience
today

- Visit C&E site
= Go to government
gateway

= Input VAT no. and
registered business

- Visit CH site

= Input company no. and
registered office address
- Wait one week

« Access service on CH
site

address
- Pay £50 for digital
certificate

= Wait three weeks

= Access VAT service
on C&E site

- Visit IR site

= Go to government
gateway

= Input company no.

and registered office
address
- Wait one week

= Access service on IR
site

Total time = 3 -6 weeks
No. of site visits = 8
Usernames = 2

Passwords = 3
Digital certificate = 1
Cost = £50
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Business Requirement

Smart registration

« Visit business.gov site
« Input known facts for

each service in one place
(excludes CH)
=Wait one week

<Receive set of activation pins — one for

each service

=Activate each service

~Use each service using one user name

and password

Total time =1 week

No. of site visits = 2

Usernames and passwords = 1 of each
t—£0
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Discussion & Contact

Ronnie Monaghan

ronnie.monaghan@e-envoy .gsi.qov .uk

Telephone: 07810 552673
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