The Stakeholder Model

The stakeholder model shows the relationships that need to be managed by a franchise to enable it to develop, maintain and deliver transformational citizen-centric services. These represent different viewpoints that can be broadly classified as:- 

· Service Participants. Those who are actors in the normal operation of the service. 

· Influencers. Those who have a political, business or altruistic interest in the service and the part that it plays in broader government, business and social scenarios. 

· Supporting Assets. Those organisations/bodies and facilities that are necessary to provide a technical underpinning for this and other services. 
· Contributors. Those who work with the franchise to develop and maintain the service. 
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The Franchise

The franchise is based around a customer segment. It may contain bodies drawn from central, regional, and state government and others that contribute to serving that segment.
It MUST have a lead organisation that ensures its interests are represented to other franchises and bodies. It MUST also have sponsoring organisations that with a responsibility for the full range of service perspectives across the segment.

The franchise is responsible for ensuring that all relationships with external bodies are managed and for the provision of supporting assets necessary to allow organisations within the franchise and working with it to discharge their responsibilities in an open, consultative and transparent manner.
Despite the importance of the franchise concept, it is not intended to add unnecessary bureaucracy – rather, it is intended to provide a lightweight framework within which participants can work naturally and cooperatively.
Service Participants
The service participants are the most important actors in operational services as the services MUST address their needs and those of the people that they represent.

Thus, as well as being users, it is essential that they are consulted during the proposal stage for all services. Once operational, this group SHOULD to be involved in customer satisfaction exercises and the development of any service enhancements to ensure that their needs continue to be met.
Influencers
The influencers are those who identify, and possibly mandate, the need for a service. Accordingly, it is vital that they are able to steer developments within and across franchises. They also have a responsibility to ensure that all stakeholders are aligned and are organisationally capable of discharging their responsibilities.
Supporting Assets
The supporting assets provide the technical underpinning for project delivery. Where they are publically owned, it is intended that they will provide light-touch governance and facilities (primarily technical) to support franchises and inter-working between them and with standards bodies.

It is essential that they ensure the provision and availability of assets that are universal (i.e. fundamental items that are required by all public sector organisations) or common (i.e. assets used across multiple franchises).
Tooling SHOULD to be provided with the aim of supporting all stakeholders and facilitating their collaboration.

Contributors
During their normal activities, contributors will encounter situations where they need to work with other organisations to use, modify or generate assets. They MUST use franchise provided mechanisms in such situations.
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