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Guiding Principles

Critical Success 
Factors (CSF)

Delivery Processes
Benefit Realisation Strategy

Know Your 
Customer

“Own” the customer at all-of-
government level

Single points of access

Real-time understanding of 
interactions

Customer-centred 
services

Customer franchises

Research your customers

Multi-Channel 
delivery

Use SOA 
Principles

Address change issues 
before technology

Don’t reinvent 
wheels

Transformation with 
the citizen

Engage citizens

Citizens can add 
public value

Personal data under 
citizen control

Grow the market

Include eInclusion

Partnership with 
market players

Manage your CSF’s

Strategic Clarity

All-of-Government 
view

Clear Vision

Strong Business 
Case

Focus on 
Results

Leadership

Sustained 
Support

Leadership 
Skills

Collaborative 
Governance

User Focus

Holistic View of 
Customer

Citizen-Centric 
Delivery

Citizen 
Empowerment

Stakeholder 
Engagement Stakeholder 

Communication

Cross-Sectoral 
Partnership

Skills
Skills 

Mapping

Skills 
Integration

Supplier 
Partnership

Smart Supplier 
Selection

Supplier 
Integration

Future-Proofing

Interoperability

Web-Centric 
Delivery

Agility

Shared 
Services

Achievable 
Delivery

Benefit 
Realization

Phased 
Implementation

Continuous 
Improvement

Risk 
Management

Channel Management

Customer Management

Business Management

Technology Management
Collaborative Stakeholder 

Model

Stakeholder Engagement Model

Terminology & 
Reference Model

Policy Products 
Management

Roadmap

Transformational Business 
Model

The Franchise 
Marketplace

Brand-Led Service 
Delivery

Identity  
Management

Citizen 
Empowerment

Customer 
Insight

Product 
Management

Marketing & 
Communications

Internal Cultural 
ChangeEnabling the 

Market

Channel 
Mapping

Channel 
Transformation

Channel Mix
Channel 

Ownership

Channel 
Shift

Channel 
Optimization

Cross-Channel 
Management

Mixed Economy 
Provision

Ecosystem 
Governance & 
Participation

Resources 
Management

System Realization & 
Governance

Reference 
Data Content

Personal 
Data

Stakeholder 
Model

Requirements 
Modelling

Service Policies

Policy & Goal 
Capture

Data, Information & System 
Modelling

Processes

Technical 
Architecture

Systems

Interaction 
Design

Service 
Components

Service 
Delivery

Benefit Tracking

Benefit Mapping

Success Criteria

Baseline Management
Trajectory 

Monitoring

Impact 
Evaluation

Benefit Delivery

Accountability

Program Management 
Disciplines

Skills Mix
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