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1. INTRODUCTION

Electronic channds can radicdly dter the way government delivers its services and
change its rddionship with its cusdomers (i.e ctizens and busnesss).
E-Government has the potentid to dgnificantly improve the ddivery of public
sarvices, making them eader to access, more convenient to use, more responsive as
well as more trangparent. Electronic service delivery dso has the potentid to free
up resources in the Public Sector by ddlivering services more efficiently.

The Public Sector mugt ensure that the trangtion from traditiond to eectronic
savice ddivery does not disadvantege those who do not have ready access to the
aopropriste  technology. Electronic  sarvice ddivery should be thought of as
complementary rather than accepting the more popular view thet it will ultimaey
replace many traditiona channels for service ddivery.

Some of the key strengths of eectronic channels are:
Offers sgnificant opportunities to meet the needs of citizens and businesses by
improving access to and interaction between them and the Government, in an
inclusve and integrated manner;
Offers the ability to combine the functions of audio, video and text to create a
rich blend of content;
Crestes new opportunities for Public Sector Minidries, agencies and
departments to market their services and messages to citizens and businesses;
Allows citizens and busnesses to have a choice of access to Government
information and services,
Opportunity to creste more seamless ddivery of Government services through
the use of intermediaries and private sector partnership
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The challenges that must be faced by the Government's Minidtries, agencies and
departments are;
Deciding on gppropriate mix of channd deployment for ddivering best vadue
for both the agencies and cusomers;
Providing guidance and mechanism for Public Sector agencies to join-up and
coordinate their channd dtrategies; and
Posshilites of agendes deploy ddivey channds in  isolaion resulting
fragmented services and may waste money through duplication and overlap.

11 Definition

Definition of channels and channd drategy:

A channel is defined in this document as a means for agencies to deliver services to
customers.  Sarvices can range from pure information provison to transaction-type
sarvices, which may be ddivered ether directly by Public Sector agencies, or
indirectly by intermediaries.

Channds could be dectronic, voice, facetoface or post. The term customer in the
context of this framework includes citizens and busnesses,

A channel strategy represents a set of business-driven choices about how and
through what means services will be ddlivered to customers.

12  Objectives

The objectives of this document are to:
Promote a coordinated approach in the devdopment of channd drategies
across the Public Sector; and
Provide indghts into the decison-making process involved in the formulating a
channe strategy.
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13  Scope

This channds framework focuses on the dectronic ddivery of Public Services and
is intended to cover the devdopment of channd drategies, in the context of both
dectronic and treditiond channels.

File name: Channels Framework
Version 1.0 Page 5 of 28
Date 17/08/2003



Standards, Policies and Guidelines - {Mﬂ.MPU}I
Channels Framework == IR

2. CHANNELS GUIDELINES

2.1 Overview

This Section discusses the ten (10) guiddines and indghts into the decisions
required to develop effective channd drategies.

Guiddine 1-3 covers the need to develop drategies within a wider busness and
Government context.

Guiddine 4-10 provides more tactical guidance on implementing channd drategies
within the Public Sector.

2.1.1 Guid€elinel

Agencies should have a channd drategy for service delivery to cusomers.
This grategy forms an integrd part of their business strategies and support
wider Government policies and modernisng Government.

Devdoping channd drategies is a key pat of wider exiding busness planning
processes — not a sparae exercise resulting in a dand-done, one-off document.
Agencies need to condder the implications of channd decisons in the context of
their wider business objectives and recognise that channe dSrategies are not an end
in them.

An important congderation for agencies in the devdopment of ther channd
drategies is the degree of organisationd change required to ddiver them. This
involves condderdtion of adequate resource levels, employees  kill, culture,
organisational  readiness and adgptability to change, which will dl affect the
feasbility of particular Srategies.
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212 Guideline2

Agencies should co-ordinate their channel strategies with other Public Sector
agencies around a thorough understanding of customer needs to provide best

vaue and join-up services.

This means collaboration among agencies on how information and sarvices are
presented, how business sysems are developed and deployed, and how dements of
e-Government are planned and managed. Public sarvices should be built around
customer needs to regp the benefits of ajoin-up channd strategy.

If each Public Sector agency develops its channd drategy in isolation, this could

lead to fragmented services and may waste money on duplicated and overlgpping
channds.

2.1.3 Guideline3

Channd drategies should reflect the balance between customer and business
needs and demondtrate clear vaue to both the agencies and its customers,
underpinned by and understanding of end-to-end delivery codts.

Public services should be provided for the convenience of the customer, this means
convenience in time, convenience in place and convenience in use. Public Sector
is committed to bringing services closer to where customers live and work, and in
the public places they use. However, Public Sector agencies will inevitably need to
baance cusomer needs with resource condrants.  Agencies should deploy
resources and use channds in a manner, which they can provide vadue to
organisations and their customers.

For dectronic channds vdue cregtion is more likdy to be achieved by

transactiona online sarvices and richer informaion services Customer behaviours

File name: Channels Framework
Version 1.0 Page 7 of 28
Date 17/08/2003



Standards, Policies and Guidelines - (MAMPU

Channedls Framework

214

will need to change 0 that they ae confident to use dectronic sdf-service
channdsingtead of traditiona channels.

In devdoping a chand draegy for ddivering public sarvices, it is essentid that
the vaue to the agenciesis clearly understood, aong with the vaue to its customer.

Guideline4

To encourage take-up of dectronic channds, agencies should firgt build
customers  confidence and trugt in those channels.

This will require the promotion and marketing of the benefits of usng those
channels, reassurance about privecy and security, and access to online and offline
persond assstance. Trug in the dectronic channd is the mgor determinant of the
adoption behaviour. Public trust in the way that Public Sector bodies handle their
persond daia and protect their privacy is vitd to the redationship between the
Citizen and the Government.

Citizens and busnesses share with the Government, information thet is private and
sendtive.  The protection of personad data processed by channds is an important
congderation when developing a channd drategy. Sharing information  between
Public Sector agencies to improve service ddivery would need clear permisson

from the citizens and businesses.

There are three e ements to building confidencein Government services:
Customer is confident that data transmitted to the Government is secure; that
eavesdropper cannot read it and that no one dse is cgpable of impersonating
another to gain access to the data;
Cugtomer is assured of ther privacy; that persond data will not be misused;
and

Government needs to make sure that its Site generates trust.
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Different eectronic services will require different levels of security.  Some
goplications, which are low -sendtivity and low-risk, may require only PIN-based
authentication, whereas others may require encryptions.

Agencies ds0 would need to st take-up targets and devdop incentives to
encourage people to use dectronic services  Thee might incude transferring
some of the cost savings to users, providing free services and faster service

Odivery.

If teke-up is much lower than expected, savings are likely to be difficult to redise
If customers do not use the sarvice, then they will not receive the benefits
associated with it.  Both these factors can undermine the business case for an
dectronic sarvice With low take-up there will be overcgpacity, representing a
dran on resources, and a falure to pass on the benefits of improved service
adivery.

2.15 Guidelineb

Consder how to use and combine different media content which alows for the
delivery of more powerful marketing messages and encourages grester

customer access and usage.

The success of eGovernment initidives will be largdy determined by the extent of
their usage by the customers. The agencies and departments will need to invest in
public awvareness programs and a range of high-profile campaigns to publicise their

e-Government initiatives.

Electronic channds should be used to creste a rich blend of content by combining
the functions of audio, video and text in marketing public services and messages to
cusomers.  Moving these marketing messages onto the eectronic channd will not
only save money, but will aso open up posshility of various functiondities that
the other ddivery methods cannot ddliver.
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2.1.6 Guideline6

Decide on amix of eectronic and traditional channels to ensure customer
accessibility, which needs to be managed together for effective and efficient
sarvice ddivery. This channd mix should change over time with gregter
acoeptance of dectronic channes and advances in technology.

Cugstomers expect a choice of channels. Cusomers use a mix of channes
according to the gppropriateness of the channd and ther familiarity in usng them.
The same user may ds0 prefer to use different channds for various stages of

interaction with government.

Public sarvices should be ddivered over a choice of dectronic channds in addition
to traditiond counter sarvices. Choice of channd must reflect;

Abilitiesand preferences of cusomers,
Capability of the channd to support services, and
The economics of anticipated customer take-up.

217 Guid€eline7

Decison on choice of eectronic devices — PCs, tlephones, mobile devices
and kiosks — should be consdered to create and support an infrastructure to
fecilitete pervasive online access, subject to device suitability to support

transactions.

Cusgtomers should have a choice of dectronic channels for accessng Government
savices.  Pervasve online access is a key aspiration for Public Sector, where
customers can access online sarvices irrepective of location — whether a home, a

work, on the move, or in the community.
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The dectronic ddivery of Government services should be based around open
internet standards, so0 that customers can access the services through a variety of
plaforms. Agencies should identify specific bariers that affect certain groups in
their access to dectronic channds, eg. do not have a teephone connection, basic
literacy problems, costs ad perceived coss of access and lack of ICT skills for
those living in low -income neighborhood.

In determining which devices will be prominent for the trandformation of the way
public sarvices will be ddivered, PCs tdephones, mobile devices and kiosks are
particularly important, each of which is consdered below.

Personal computers

PCs have dgnificant presence in Mdaysa, providing access to online sarvices a
work, a home and in the community (libraries, schools, etc). The penetration of
those PCs connected to the internet is growing in both the workplace and a homes.

As of March 2003, the internet penetration was a 10.8 per 100 persons’. 1DC
expects Internet usrs in Mdaysa to reach 6.7 million by 2005 following a
compound annua growth rate of 14.6% between 2000 and 2005. Diagram 1 shows
the growth of internet subscribersin Maaysiaover the last 8 years.

In addition, PCs offer capabilities not provided by other channds currently, such as
software download and usage as well as home-office functiondity.

! Source: Maaysian Communications and Multimedia Commission
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Diagram 1: Internet Dial-Up Penetration Rate
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Telephones

The telephone penetration rate in Maaysa was a 18.7 per 100 population or 60.9
per 100 households as of March 2003°. Diagram 2 shows the growth of fixed
telephone connection in Mdaysa from 1992 to 2002. Cdl centres (a fadlity
goecificdly st up to handle cdls from citizens or busnesses) ae required to

support telephone access. This facility will be the primary telephone interface with

citizens or busnesses for secific services or for a depatment, agency or locd
authority. The facility will be a dructured environment where cdls are handled by

a group of agents whose main job is to handle incoming and/or outgoing telephone
cdls. To serve customers better, a webenabled cal center provides customers

with ready access to multimedia-based information and access to customer service

representatives — viareaHtime text chat, email, fax or phone cal.

2 Source: Malaysian Communications and Multimedia Commission
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Diagram 2: Fixed Telephone/DEL (Direct Exchange Line) Connection
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Mobile devices

Mobile devices incduding mobile phones and persond digitd essstants (PDA)
provide the opportunity for service providers to be more responsve to customers
needs. These devices are now a growing capability for access to e-Government
information and sarvices from anywhere and a anytime without requiring a
traditiond persord computer. As of March 2003, mobile cdlular penetration was
a 39 per 100 persons’.

According to a recent sudy, Maaysa's mobile market is gill a a growth juncture.
It is currently the fastest growing service in the locd tdecom arena The mobile
subscriber rate is expected to reech goproximatedy 9 million by the end of 2003,
thus, achieving a pendration rate of about 38% of its 24 million population using
cdl phones. The subscriber base is expected to grow further a a compound annud
growth rae of 12%, securing 12.8 million subscribers by 2006. In 2003, Mdaysa
is expected to be the 7th country with the highest penetration of mobile subscribers

% Source: Malaysian Communications and Multimedia Commission
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across Ada Padific exduding Japan.  Diagram 3 shows the growth of cdlular
subscribers from 1991-2002 in Mdaysa

Diagram 3: Cellular Phone Penetration Rate
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Kiosks

Public access kiosks with customer-focused goplications have the potentid to
breakdown barriers to technology and provide a dating point for increesed use and
acceptance of dectronic channgs. They have the potentid to bring online services
to dl and play important role in pogtivdly changing customers  dtitudes to, and
behaviour towards technology. Applications can range from smple information
provison viatext to interactive video conferencing with acal centre agent.
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2.1.8 Guideline7

Agencies should reflect customer preferencesin their channd strategiesto
promote socid incluson, so that cost, skill and lack of confidence does not

impede channd usage.

In this document, socid incduson means dl members of society from dl
backgrounds irrespective of ability, age, gender, geogrgphicd location, income and
race have access to, and confidence in, dectronic ddivery channds. The atributes
of socid indusion are commonly consdered to bes

Xills— literacy, numeracy, socid confidence, technica confidence;

Resources- money, trangport and hedth services,

A hebit of participating in locd affairs, and

A culturd identity.

The Public Sector has a vitd role to play in promoting socd induson. Online
public services must be well designed and accessible to al. Public Sectors need to
identify those channds where lack of <kills confidence and cost ae not
impediment to channd usage to ensure successful take-up of dectronic services to
indude dl in sodety. Teephones and public kiosks should be consdered in
addressng socid incluson regquirements because of ther avalability across dl
groupsin society.
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219 Guideline9

Congdder partnering with intermediaries to create opportunities to open up
government, where gpplicable.

Involving intermediaries in the ddivery of public services will dlow Government
to expand the overdl number of ddivery channds over time and enable to offer

public servicesin an attractive, innovative and customer centric ways.

In developing a channd drategy, agencies and depatments should determine
whether they are the most appropriate organisation for the ddivery of paticular

sarvices, or whether an intermediary is more suitable,

Intermediaries may be defined as third parties that act on behdf of organisations or
individuds in the ddivary of sarvices. Intermediaries may be public, private sector
or voluntary organisations. In this framework, the term intermediary is redricted
to the pogtion of sarvice ddivery provider.

Two gpproaches exid for involving intermediariesin service ddivery:
The intermediary interacts with the customer directly on behdf of an agency or
department (i.e. apublic sector -commissoned intermediary); and
The intermediary interacts with an agency or department acting on behdf of the

customer (i.e. acustomer-commissioned intermediary).
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2.1.10 Guideline10

Partnership decisions should seek to open up Government and include
competition, which is necessary to drive innovation, improved customer

service and vaue for money.

A compditive intermedialy maket is a key requirement for opening up
Government and promding vaue for money and encouraging innovetion in the
delivery of improved customer service.

Involving private and public sector intermediaries in public sector sarvice ddivery,
offers Governments the opportunity to both improve customer sarvice and
efficency/effectiveness of service ddivery. Involving intermediaries may endble
government to offer public services in dtractive and customer-centric ways that

will contribute a drive towards improved and efficient services.
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3. CHANNELSDECISION FRAMEWORK

31 Overview

This Section outlines a five-sep process, which Minidtries, agencies and
departments can use as a garting point for formulating their channel srategies.

Thefive-step process for cregting a channed strategy framework is.

3.1.1 Define who you are providing services to and group them into segments
based on their needs,

3.1.2 Determine content requirements based on segment needs, nature of service
and channd congraints;

3.1.3 Determine cgpabilities of devices to support transaction requirements of
sarvices,

3.1.4 Map devices agand target segments for sarvice deivery, based on
customer preferences, and

3.1.5 Asssssoptionsto use intermediaries and choose appropriate partner(s).

Channel Decision Framework
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3.11 Step 1: Define who you are providing services to and group them into
segments based on their needs

Public Sector agencies mugt take proactive measures to identify their cusomers.
Underdanding the customer base is required for both identifying cusomers
service requirements and their preferences for particular channdls.

Each agency will use different criteria to segment their customers based on both
needs and preferences. Customer segmentation alows for customers to be divided
into managesble segments that have didinct characteristics. Through the
identification of these characteridics, the needs of a particular customer st can be
determined and services then talored to meet those needs. Each segment will have
unique needs and preferences and SO may require a different value propostion.

A number of different criteria are avalable to segment cusomer markets, incude
need or benefit sought; geographic (eg. region, city Size); demogragphic (eg. age,
gender, income, occupation); psychographic  (eg. lifesyle  persondity);
behaviourd (eg. usage, loydty); and access (eg. internet channd, face-toface,
mail, telephone).

Effectiveness of sarvice ddivery from a customer’s perspective may therefore
require that Public Sector agencies have an understanding not only of the segments

they serve, but dso segments served by other public sector agencies, the services
provided and the channd used.

3.1.2 Step 2: Determinecontent requirementsbased on segment needs, natur e of
service and channel constraints

The main chdlenges agencies face in the ddivery of content to different devices
are:

formatting content to cope with the capabilities of different devices,
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designing content to meet the needs of customers,
sourcing content;

managing content; and

branding.

Formatting content - in deciding which content to format, it is important to note
that not dl content should necessarily be made avalable on dl devices The
decison on which content to repurpose will be dependent on the device condrants
and the device importance for the ddivery of sarvices  Explicit decisons are
required on whether devices have specific content generation or whether generic
content can be used. The cogt implications for repurposng content for each

channd can be sgnificant.

Designing content — requires agencies to account for both customer needs and the
technological capabilities of the various devices For example, a web page with a
rich combingtion of video, audio and text will only be gppeding to consumers if
they have the necessary bandwidth or devices which support the content to provide
fadt, easy access and navigation.

Sourcing content — refers to the collection and ddivery of content, either directly or
indirectly, from content providers. Content could be sourced from the privete or
public sector. Agencies need to make business decisons on whether to source
content for channes directly from content providers or from Government content
sources.  Decisons on where to source content should be based on customer
requirements and the cost of the different content-sourcing options available,

Managing content — decisons surrounding content management need to baance
the objectives of providing accessble, timdy and rdevant information to
cusomers aganst the cost of different content management options.  Efficient
content management is vitd to provide the high dandards of service ddivery
expected by increesngly demending customers. Daa must be avalable, up-to-
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date, accurae, complete and ‘clean’ to avoid cusomer frudration and a potentid
loss of trus and confidence in the channd. Data archives should aso be accessible
and effective content retrieval systems need to bein place.

According to some studies, on average, userswill leave agteif they don't find
what they want within 4 clicks.

Branding — brands provide customers with recognition of agencies and services
they are usng. Each brand has its own vaues and customer associations attached

toit.

3.1.3 Step 3: Determine capabilitiesof devicesto support transaction requirements

of services

Each device has its own st of drivers and inhibitors that determine its suitability to
support particular transactions. Once decisons around content have been taken, it
is necessary to understand the devices capatility to support particular transactions.

The capability of devices to ddiver content varies dgnificantly, from PCs
digplaying daborate web pages, to the four line of text on WAP phone, to public
access kiosks with didinctive navigation and layout talored to their usars It
should be noted, however, thet device cgpabilities are improving rapidly.

3.1.4 Step 4. Map devices against target segments for service delivery, based on

customer preferences

Agencies need to understand how each customer segment (defined in Step 1) can
best receive the services provided. This reguires mapping the channd devices to
the segment preferences.
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3.15 Step 51 Assess options to use intermediaries and choose appropriate
partner(s)

Agencies should determine whether they are the most gppropriate organisations for
the ddivay of paticular sarvices or whether an intermediary (private or public
sector) is gppropriate.  The test for this is whether agency or intermediary is able to
provide improved customer service and/or vaue for money for the services being
ddivered basad on an understanding of the customers needs.

In choosing intermediiaries, agencies should consder:
acod bendfit andysis of intermediaries,
thereis no preferential sdlection of segmented customers;
issues surrounding bundling and cross-selling of services,
the ddivery of vaue for money and improved customer service by encouraging
acompetitive and innovative intermediary market;
taking decisons which do not impede the market;
providing a dear win-win-win for government, intermediaries and customers,
and

branding, sponsorship, advertising and customer data ownership issues.
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4, RECOMMENDATIONS FOR CHANNELS FRAMEWORK

41 Overview

This Section summarises the ten gquiddines supporting actions and the
respongibilities for each action.

4.2 Recommended Actions

Guideline Supporting action

Guideline 1 Develop and review channel strategy as
Agencies should have a channd an integra part of the agency business
srategy for service ddivery to Srategy.

cusomers. Thisstrategy should
form anintegrd part of their
business drategies and support
wider government policiesand
modernisng governmert.
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Guideline Supporting action
Guideline 2 Co-ordinate Public Sector channd
Agencies should co-ordinate their drategiesto facilitate the identification

channel dtrategies with other
Public Sector agencies around a
thorough understanding of
customer needs to provide best

vaue and join-up services.

of synergies.

Condtitute aworking group to monitor
and oversee co-ordination between
Public Sector channel dtrategies.

Identify opportunities for channd
cooperdion with other Government
agencies usng the working group asa
channd for communication.

Guideline 3

Channd drategies should reflect
the balance between customer and
business needs and demondirate
clear vadue to both the agencies
and its customers, underpinned by
an underganding of end-to-end
ddlivery codts.

Apply a structured gpproach to
demongrating the vaue of chosen
channd drategies by using the proposed
decison framework.
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Guideline Supporting action
Guideline 4 Ensure the marketing/communications
To encourage take-up of dectronic plan includes promotiona messages
channels, agencies should first around:

build cusomers confidence and
trust in those channels.

- benefits of using dectronic channds,
- privacy/security reassurance; and
- commitment to supporting dectranic

services with persona assstance.

Reinforce guiddinesfor the confidentid
information gathering and sharing among

agencies.

Guideline 5

different media content which

dlowsfor the ddlivery of more

encourages greater customer

access and usage.

Consder how to use and combine

powerful marketing messages and

Aim to present content to customersin
the mogt attractive and enticing way by
considering the use and combination of
different mediain designing content
format. Thisgod should form part of the
marketing/communications plan and
needsto beinduded in briefingsto dl
parties, e.g. web design agencies.

Develop a content framework to assst
agencies with issues of formetting
content on devices.
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Guideline Supporting action

Guideline 6 Review and amend channd mix &
Decide on amix of dectronic and regular intervals (where gpplicable) to
traditiond channelsto ensure ensure service delivery objectivesare
customer accessibility, which met.

needs to be managed together for

effective and efficient service

ddivery. This channd mix should
change over time with greater
acceptance of eectronic channels
and advances in technology.

Guideline 7 Consider achoice of eectronic devices
Decison on choice of dectronic when devisng channd drategy to
devices — PCs, telephones, mobile facilitate pervasive online access.
devices and kiosks — should be
congdered to create and supportan
infrastructure to facilitate
pervasive online access, subject to
device suitability to support

transactions.
Guideline 8 Develop hightlevel customer segments
Reflect customer pr eferencesin based on customer needs.

their channel Strategies to promote
socid incdusion, so that cogt, kil
and lack of confidence does not
impede channd usage.
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Guideline Supporting action

Guideline 9 Ensure intermediaries are considered as
Congder partnering with an dterndive sarvice ddivery route in
intermediaries to create channd drategy.

opportunitiesto open up

government, where gpplicable.

Guideline 10 Define standards for interfacing with
Partnership decisions should seek Public Sector to encourage competition
to open up government and include and maximise customer choice.
competition, which is necessary to
drive innovation, improved
customer sarvice and vaue for

money.
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