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Box 1: The UK in the online world

In September 1999, e-commerce@its.best.uk reported that the UK was the leading e-commerce player among the major European countries, but that we lagged behind the United States, Canada, Australia and Scandinavia on key measures of business and consumer e-commerce use. Since then, the UK has seen strong growth, narrowing the gap with the G7 leaders in most areas - and moving into a leading position on some, but not all, measures of Internet access costs.

Significant developments have been:

 For Individuals 

 Number of households on the Internet up from 13% to 25% in one year.

 One third of the UK population is now online, more than any other major European country. A 50% increase since September 1999 has brought us closer to the USA, which is still ahead with almost 50% of the population online.

 For Businesses

 90% of UK employees now work in businesses which are connected to the Internet - on a par with the US at 93%.

 33% work in UK businesses which engage in online financial transactions with customers or suppliers - a higher proportion than the USA, Sweden, Germany, France, Japan or Canada.

 Spending online 

 Fourfold increase in online spending (to £2 billion).

 UK now largest e-commerce market in Europe.

 Government online 

 33% of Government services now available online.

 Cost of Internet access 

 UK cheapest place in the world for off-peak Internet access.

 UK peak-time rates are now below the OECD average - very intensive Internet users pay less than almost anywhere in the world.

 IT, electronics and communications (ITEC) sectors 

 8% of UK GDP, and one third of GDP growth.

 Growing faster than the ITEC sectors in Germany France and Italy, but behind the USA.

For the full benchmarking analysis, see www.e-envoy.gov.uk/report. We will be updating this with the most recent research results on a rolling basis at the e-commerce StatMap at www.e-envoy.gov.uk.



Box 2: The UK online strategy

Modern markets

UK online: the Government’s commitments
Detailed actions

1. Drive forward competition in Internet access markets
Consult on competitiveness of dial-up access to the Internet
Unbundle local loop

Consult on competition for leased lines

Promote rapid uptake of digital interactive TV

Ensure competitive roll-out of 3G mobile telephones



2. Establish a new framework for regulation of the converging markets of telecommunications and broadcasting
Publish White Paper

3. Identify and remove all remaining regulatory and legal barriers to electronic ways of working in the UK
Remove 70% of identified barriers by end 2001, and 100% by end 2002

4. Take action with international partners to develop an effective, light-touch global framework for e-commerce
Implement the e-Europe action plan 

Promote adoption internationally of: ‘country of origin’ principle; co-regulatory approach; alternative dispute resolution mechanisms for e-commerce internationally

Press for transparent and liberal e-commerce framework

Take international lead in updating tax regime

Promote information security internationally

Publish White Paper addressing international digital divide



Confident people

UK online: the Government’s commitments
Detailed actions

5. Implement a package of measures to improve access to the Internet at home, at work and in the community
At home: 

Encourage employers to provide PCs and Internet access for home use

Encourage low-cost leasing schemes for public sector employees

Low cost recycled PCs for 100,000 low-income families

At work:
Promote benefits to employers of having all employees with Internet access

Government departments to address benefits of access for all staff

In the community:
Establish network of UK online centres

All public libraries to offer Internet access with trained staff to offer support

Pilot new initiatives in post offices to help people access and use the Internet

Pilot access for disadvantaged communities



6. Embed information and communication technology (ICT) skills in the education system and throughout lifelong learning
Education system: 

Improve ICT infrastructure in schools, further and higher education

Improve educators' ICT skills

Stimulate high-quality online educational content

Introduce ICT work placement programme for 16+ students

Lifelong learning: 

Invest £84m in 2000-01 through Ufi

Offer free ICT ‘taster’ courses to the unemployed

Offer 80% discounts for computer literacy training

Offer high-quality lifelong learning content



7. Work with industry to ensure a safe and secure environment for e-commerce and to help people trust the Internet
Protect children: 

Publicise best practice self-protection tips

Safeguard online consumers: 

Work with industry to promote the TrustUK hallmark for e-commerce web sites

Draw up ‘Consumer Trust’ standard for use online by government departments

Reduce online fraud:
Encourage credit card industry to establish online address verification system

Promote tScheme

Combat online criminal activity:
Create advisory body on implementation of ISP interception arrangements

Ensure industry fully consulted on fair contribution to interception costs

Establish a National Hi-tech Crime Unit

Protect online security:
Expand DTI’s promotion to business of information security best practice (BS 7799)

Put information security at the heart of e-government

Ensure protection against attacks on critical national information infrastructure



8. Help increase people’s motivation to access the Internet by driving up the amount and quality of social content
Promote local online content 

Explore new ways to stimulate development and availability of high-quality online cultural content



Successful businesses
 

UK online: the Government’s commitments
Detailed actions

9. Invest an additional £25m over three years to help small businesses exploit the potential of ICT
Boost marketing of UK online for business 

Additional advisers for UK online for business front-line

Web-enabled call centre with ‘virtual expert’ support system

Raise awareness of fiscal incentives for small businesses



10. Support industry in improving competitiveness through e-business technologies and processes
Sponsor and disseminate e-business research and analysis: 

Publish overview of sectoral impact of e-commerce 

Facilitate rapid transfer of e-business expertise between businesses and between sectors



Government online
 

UK online: the Government’s commitments
Detailed actions

11. Get all government services online
Improve the customer front-end 

Join up the back-office systems

Set standards

Improve the organisational capacity of government to deliver electronic services
Champion private and voluntary sector involvement in the delivery of electronic government services



12. Drive forward towards e-procurement and e-tendering targets
Develop coherence and standardisation in e-procurement 

Provide advice and guidance on e-procurement systems, tools and techniques
Innovative pilot e-procurement projects

50% e-tendering by 2001

100% e-tendering by 2002



13. Implement a cross-government knowledge management system
Develop four applications 

Develop departmental interactivity

Develop change management

Embed Knowledge Network in operational practices



14. Drive forward citizen participation in democracy as part of the UK online citizen portal
Liaise with Home Office and others on online voter registration and online postal vote application 

Participation by devolved administrations and local authorities



15. Drive forward the use of authentication services both for e-government services and within government itself
Work with Trusted Service Providers to ensure interoperability with government 

Identify suitable security and authentication technologies in the marketplace to support government Electronic Service Delivery targets
Exploit and develop government use of Public Key Infrastructure (PKI)

Define relationship between government PKI and the tScheme



World class supply
 

UK online: the Government’s commitments
Detailed actions

16. Implement a strategy to make the UK the number one country for the supply of high-level ITEC skills, taking account of the recommendations of ‘Skills for the Information Age’
Invest at least £8m to drive forward the ITEC skills strategy

17. Invest in leading-edge e-science
Ensure businesses maximise benefits from investments in science-based infrastructure


18. Facilitate ITEC knowledge transfer
Incentivise universities to commercialise ITEC research 

Facilitate links between the ITEC sector, universities and other sectors of the economy

Review actions needed to facilitate cluster development in the ITEC sector



19. Implement an action plan for growth for the digital content sector, including through liberalised access to government information
Work with industry to implement the action plan, reviewing progress with the Digital Content Forum 

Introduce marginal cost pricing for most basic government information, other than Trading Funds

Introduction of class licensing by HMSO

Public information available in digital form



20. Work with industry to develop a UK strategy for m-commerce
Develop a strategy for secure, innovative introduction of m-commerce 

Host 3G mobile conference



E-leadership
 

UK online: the Government’s commitments
Detailed actions

21. Establish new mechanisms to coordinate access and skills initiatives at national, regional and local level
Michael Wills, Parliamentary Under-Secretary of State, DfEE, to take lead in coordinating community-based IT access and skills initiatives at national, regional and local level, working with e-Minister, e-Envoy and DCMS Ministers 

Government Offices in England and Wales to coordinate implementation of these initiatives at local and regional level, reporting on progress to the Parliamentary Under-Secretary of State every six months



22. Further develop and implement the UK online campaign
Work with private and voluntary sectors, consumer groups and trade unions to develop the national campaign to get the UK online 

Hold a review of the UK online campaign’s impact



Measuring success
 

UK online: the Government’s commitments
Detailed actions

23. Secure international agreement to a common framework for measuring e-commerce
Complete agreement on a common definition 

Agree core set of common questions



24. Improve e-commerce measurement in the UK
Further work required in the following areas: 

individual use

business use

government use

ITEC sectors

telecoms/Internet access costs

Work with Information Age Partnership to identify global benchmarks for measuring the UK’s success

25. Implement a programme to evaluate the net economic impact of e-commerce
First economic impact study undertaken

«…

Getting government online

Summary

Goals

To ensure that:

 100% of government services are available online by 2005;

 90% of low value goods and services (by volume) are purchased electronically by March 2001; and

 100% of procurement by civil central government is tendered electronically by 2002.

The Government will now:

11 get all government services online;

12 drive forward action towards e-procurement and e-tendering targets;
13 implement a cross-government knowledge management system;

14 drive forward citizen participation in democracy as part of the UK online citizen portal; and

15 drive forward the use of authentication services both for e-government services and within government itself.

11 Get all government services online
People want government to provide services which are accessible, convenient and secure. They should not have to understand the internal structures of government to find the information or service they need. The electronic delivery of government services gives us the opportunity not just to introduce new routes for people and businesses to deal with government, but also to transform the underlying services, to make them responsive to the needs of users, not of producers. The e-government strategy is to make those changes happen, by helping departments and agencies, central and local government to cooperate to deliver services in ways which make sense to the consumer, and by forming partnerships with innovators in the private sector who can help us find new ways of meeting changing patterns of demand.

In March 2000 the Prime Minister announced that the target for 100% of government services to be online would be brought forward from 2008 to 2005. At the same time, the method for measuring progress was aligned with public service agreements (PSAs) and service delivery agreements (SDAs). In April 2000, the Government published E-government - a strategic framework for public services in the information age, setting out our vision for achieving this target in a way which transforms the delivery of public services, putting the user of those services first.

This section of the report sets out:

 progress to date in getting government online; and

 significant elements of the PIU study on electronic service delivery for government, which is being published in parallel with this report.

Progress to date

Thirty three per cent of government services are now available on line. And departments predict that by 2002, 70% of services will be available. But there remains much more to do. Although the range of online services currently offered by government is large, the complexity and added value of these services has remained generally at a low level. However, this year, we have been introducing:

 NHS Direct, which will cover the whole of England by the end of October. This is an innovative scheme to provide interactive healthcare information and services through call centres. This has now been extended to include a web-based information service. Future developments in the NHS include: 

 patient access to electronic personal records by 2004

 electronic prescribing of medicines by 2004

 all local health services to have telemedicine facilities by 2005, allowing patients to get advice electronically from NHS staff;

 the Inland Revenue’s online service for self-assessment taxpayers. The registration facility came into operation in April and over 83,000 individuals have already registered to use the service which was launched on 3 July and has now received over 13,000 self-assessment tax returns; and

 The DSS’s online application service for a retirement pension forecast. A retirement pension forecast tells you in today’s money values: 

 The amount of state pension you have earned already

 The amount of state pension you can expect at state pension age based on what you have earned already and what you might earn before you retire.

Next steps
In parallel with this report, the Government is publishing a detailed report by the Performance and Innovation Unit, which builds on the progress we have made so far on electronic service delivery and identifies the organisational and cultural changes that will be needed within government in order to transform the way government interacts with citizens and businesses. All the report’s recommendations [insert link] have been endorsed by the Government. Some of the key recommendations from that report that are relevant to this area are included in this section under the five following headings:

 improving the customer front-end;

 joining up the back-office systems;

 setting standards;

 improving the organisational capacity of government to deliver electronic services; and

 championing of private and voluntary sector involvement in the delivery of electronic government services.

Improving the customer front-end

As an essential part of our commitment to the introduction of better online Government services, in autumn 2000 we are developing the UK online citizen portal which is due to be launched later this year. This will be a one-stop shop for government’s online information and services, organised around ‘life episodes’, where users will be able to access in one place all the information they need about a particular experience - such as having a baby.

The UK online portal will continue to be developed over the coming year by:

 adding further life episodes every three months;

 integrating online transactions as they are developed across government; and

 ensuring that all government services are accessible through the portal.

Joining up the back-office systems

A ‘Government Gateway’ is also in the early stages of development to provide a security and authentication layer and to join up existing IT systems in departments to a single point of access. The Gateway will make it much easier and more efficient for citizens and businesses to use online public services and will provide universal security and authentication standards for online government transactions.

The first transactional services will be enabled through the Gateway by March 2001. Examples of planned services include: 

 self assessment tax;

 first UK online portal life event transactions;

 online VAT returns; and

 MAFF CAP scheme forms.

The existing Government Secure Intranet (GSI) will be used to provide the connectivity between departments and the Gateway. However, to ensure that the GSI is truly effective it will have to be extended to more departments, agencies and to local authorities.

Setting standards

We have developed a set of framework policies and implementation guidance to support departments in the development of their e-business activities and to ensure consistency in the Government’s approach, covering issues such as website design, authentication and security. In addition, we have developed standards to ensure that departmental IT systems are interoperable and have worked in partnership with representatives of government and industry to develop the e-Government Interoperability Framework (e-GIF), which sets out the Government’s technical policies and standards for achieving interoperability and information systems coherence across the public sector.

The Office of the e-Envoy will continue to develop technical standards and will:

 revise existing guidance and publish guidance in new areas; and

 develop data schema initiatives to support data compatibility across government.

Improving the organisational capacity of government to deliver electronic services

New investment mechanisms are needed at the centre to support a coordinated drive for e-government, based around the needs of service users. In conjunction with the launch of this report, the Prime Minister announced the creation of a ‘virtual budget’ to take forward the e-government strategy, worth £1 billion over three years. This is in addition to the significant investment going into IT infrastructure across government.

These changes need to take place in the following three areas:

 strengthening the strategic role of the centre;

 ensuring the development of departmental skills and buy-in; and

 developing mechanisms for encouraging entrepreneurship within departments and agencies.

Strategic role of the centre

It is important to ensure that Government moves forward in a coordinated and effective way. This means giving the Office of the e-Envoy a greater strategic role by:

 releasing funds to departments and agencies only on condition that departments have drawn up detailed e-business strategies, and the e-Envoy has confirmed to the Chief Secretary that these are aligned with the Government’s overall strategic vision;

 ensuring that all departments produce e-business strategies by October 2000; and

 ensuring that the overall government strategy is reviewed by the e-Envoy by December 2000.

Departmental skills and buy-in

To be effective, the e-government programme must ensure that departments and agencies have the skills needed to carry it out, and also that there is buy-in throughout the entire organisation. To do this we will:

 ensure that the information skills required at all levels of government to implement the e-government strategy are kept under close review.

From Autumn 2000 onwards, the six-monthly electronic service delivery implementation reports will contain more information about take-up and the measures departments are taking to increase it.

The implementation of e-government requires the government to address the way it handles projects. In May 2000, we published a report, Successful IT: Modernising Government in Action, which set out measures to improve project delivery and provided 30 recommendations which aim to ensure that all government IT projects are as good as the best.

In addition, the Government will:

 hold meetings of the Cabinet on e-government every six months.

Encouraging entrepreneurship

We also need to ensure that entrepreneurial e-business ideas from junior officials within departments are given space to flourish outside the normal departmental planning mechanisms and to consider mechanisms to allow this to happen. To encourage this to happen we will now:

 establish an e-government incubator within the Office of the e-Envoy by March 2001 to identify and support innovative electronic service delivery projects outside traditional government structures;

 establish ‘demonstrator’ product managers responsible for delivering content to key customer segments by December 2000; and

 establish an e-business unit within each major service delivery organisation by March 2001.

Championing private and voluntary sector involvement in the delivery of electronic government services

Government is making significant progress in the development and marketing of its services. However, it is undoubtedly true that the private sector has the edge in what is essentially a market driven activity. Through its wide-ranging ‘user friendly’ contacts with the public and business, the voluntary sector is also well placed to participate in and support government electronic service delivery.

We therefore need to facilitate a mixed economy of private and voluntary sector solutions alongside, or in place of, government initiatives. Examples of this approach are already starting to appear. The challenge facing government is to develop new ways of working in partnership with the private and voluntary sectors without either stifling competition or compromising probity.

Business use of government information

www.upmystreet.com takes government data including from the Land Registry, Home Office and DfEE and repackages to present an approximate profile of where you live.

www.streetmap.co.uk takes Ordnance Survey and postcode data to provide you with a map centred on the place you are seeking.

www.healthcentre.org.uk takes government health information websites and NHS Direct and packages it with other information such as websites for support groups (e.g. diabetes) or drugs help and advice from the Health Development Agency and the Department of Health.

www.mychildatschool.com is to be launched in September. However, demonstrations are available now which illustrate an interactive service based on DfEE and other data with perspectives designed for a parent, pupil or teacher.

www.clearlybusiness.com among much general advice on marketing and business planning provides information from several government websites including health and safety, Companies House, Patent Office, employment legislation, disability and data protection and a variety of forms you might need to use.

www.ihavemoved.com is in negotiation with government to extend their change of address service to include government departments as well as utilities and other organisations.

We will therefore:

 champion the development of interaction and transaction markets;

 ensure that all proposals for developing new online services consider the scope for private and voluntary sector involvement.; and

 consider the benefits of switching ESD to alternative service providers where progress is slow.

Following the Government’s acceptance of the recommendation of the Committee on Standards in Public Life (the Neill Committee) on sponsorship, we will publish guidelines to ensure that income generation and sponsorship do not impinge on probity and appropriateness. In future, departments will be required to include information in their annual reports on the value and benefits derived from sponsorship and advertising.

12 Drive forward action towards e-procurement and e-tendering targets
Experience in the private sector has emphasised the advantages of business-to-business (B2B) e-commerce. Savings of 60% have been demonstrated for low value procurement of goods and services. On 1 April 2000 the new Office of Government Commerce (OGC) was launched. The OGC is leading the drive towards full electronic trading between government and its suppliers. In support of this, the ‘Modernising Government’ target, “90% of low value goods and services (by volume) to be purchased electronically”, has been widely adopted by departments and OGC will shortly publish an assessment tool which will help departments measure their performance against this target.

The e-procurement indicators in the e-commerce@its.best.uk report have generated much e-procurement activity, and have led departments to define more clearly their e-procurement strategies. They have also encouraged the formation of cross-departmental user groups - where small working parties lead on particular issues.

The box illustrates current government electronic procurement initiatives.

While it is expected that huge process cost savings will be generated from e-procurement’s introduction, the real benefits will be derived from the leverage benefits, supply management, price accuracy and standard specifications which result from a close analysis of procurement. Full achievement of savings will only occur with full systems integration.

The OGC has initiated a review of current e-procurement systems in government. During the coming year the following actions will be taken:

 development of a strategy to ensure coherence and standardisation of e-procurement across government (by end 2001);

 provision of advice and guidance on development of e-procurement systems tools and techniques (ongoing); and

 sponsorship and support for pilot projects to explore innovative e-procurement solutions (pilot projects identified by end 2000, and started by 2001).

Electronic tendering also offers significant efficiency savings. The Government has announced the following new targets for the introduction of e-tendering in central civil government:

 50% by December 2001;

 100% by December 2002.

In support of this, the OGC is leading the development of an e-tendering system, which will start with a number of departments piloting the successful system to ensure success in its widespread adoption. Pilots will start in the autumn, with assessment and possible roll-out in April 2001. OGC is also piloting a Government Supplier Information Database (G-SID), which records basic supplier information on a website and is free to suppliers. G-SID is currently undergoing a small-scale pilot, with larger pilots planned for the autumn. Full-scale roll-out could be as early as January 2001.

Government electronic procurement initiatives

 MOD Defence Electronic Commerce Service (DECS) consisting initially of an electronic messaging systems capability and online hosting of product catalogues. Contract placed with service provider, with the initial service being progressively introduced over the remainder of this year.

 Northern Ireland Government Purchasing Agency (GPA). Northern Ireland operates a fully Electronic Requisitioning and Ordering System (EROS), with full GPC integration - including reconciliation. The system provides a service to the Benefits Agency and all government departments in Northern Ireland, and its delivery is proven across the UK.

 Foreign & Commonwealth Office (FCO) Services are purchasing an end-to-end e-procurement solution to be rolled out to all worldwide posts. The system will incorporate catalogues and third party catalogues and will include a ‘track and trace’ facility. It will be implemented by end March 2001.

 The Buying Agency (TBA) has a pilot online facility covering all the 500,000 products and services in its direct call-off contracts. This allows any of the TBA’s public sector customers to use call-off contracts in an electronic environment.

 The NHS Purchasing and Supply Agency’s e-commerce trading system - SupplyStream - allows paperless requisitioning and purchasing, integrated to finance systems. An electronic warehousing system is already in place. Electronic tendering is currently being tested and the electronic catalogue continues to be refined and is available on the web, as well as in CD-ROM format.

 DSS, in conjunction with the Employment Service, estimate that they have saved £18 million since April 1998 through e-procurement.

 The Environment Agency (EA) has signed up as an early adopter to an electronic trading portal. The portal is a utilities focused joint venture, which has a significant synergy with the utilities sector. The pilot involving EA will be in operation by autumn 2000.

 In MAFF an electronic procurement initiative is under way that will allow paperless requisitioning and purchasing, fully integrated with the financial management system. The initiative will incorporate electronic supplier catalogues maintained internally as well as access over the Internet to the electronic catalogues of contracted suppliers. The roll-out of this initiative is planned to meet the Prime Ministerial target of March 2001 for 90% of low value transactions online.

 Government IT Catalogue GCAT: a comprehensive catalogue of IT goods and associated services providing online browsing, ordering and payment facilities and supporting use of the government procurement card.

 Government Telecommunications Contracts (GTC): a widely based framework of telematics contracts. Progressive roll-out of electronic browsing and ordering is planned for this year.

 Some other departments and agencies, such as DVLA, are using supplier catalogues to place orders, payment being made using the government procurement card
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15 Drive forward the use of authentication services both for e-government services and within government itself
e-commerce@its.best.uk advocated the development of authentication services for the promotion of trust in e-commerce. Progress towards higher level services for government electronic service delivery will crucially depend on the development of appropriate electronic authentication and security processes for use by businesses and citizens. To ensure that this can take place the Government will need to:

 work with a range of trusted service providers, to ensure interoperability with government processes; and

 identify where the marketplace is adopting suitable technologies for secure transactions and access, and ensure that the Government makes full use of these to meet electronic service delivery targets.

e-commerce@its.best.uk also recommended the use of a PKI for government purposes. CITU in conjunction with CESG has now set up the central infrastructure of a PKI, including a Root Certificate Authority. Procurement guidance for departments has also been developed under CESG’s PKI standards initiative (‘Cloud Cover’). A number of departments are now actively planning their own PKIs to interface with the central infrastructure.

In the coming year, the Root Certificate Authority will be supplemented by an online GSI Certificate Authority, to be operated and maintained by a commercial service provider. Assistance will be provided to cepartments in developing departmental PKIs which meet local business requirements. CITU and CESG will also work closely with industry to assist in resolving industry-wide PKI interoperability problems, and will define more clearly the relationship between government PKI and commercial authentication services provided within the t-Scheme.

Action for the current year:

 exploit and further develop PKI within government, in accordance with departmental business needs; and

 define the relationship between government’s own PKI and authentication services provided under t-Scheme.
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