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Abstract:

The Transformational Government Framework (TGF) is a practical “how to” standard for the design and implementation of an effective program of technology-enabled change at national, state or local government level. It describes a managed process of ICT-enabled change in the public sector, which puts the needs of citizens and businesses at the heart of that process and which achieves significant and transformational impacts on the efficiency and effectiveness of government.
The TGF Pattern Language is a formalization of the Framework that is both human-readable and machine-tractable. It provides a concise, structured and formal set of “patterns” using the so‑called “Alexandrian form”, where each pattern describes a core problem, a context in which the problem arises and an archetypal solution to the stated problem.
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1 Introduction
1.1 Terminology
The key words “MUST”, “MUST NOT”, “REQUIRED”, “SHALL”, “SHALL NOT”, “SHOULD”, “SHOULD NOT”, “RECOMMENDED”, “MAY”, and “OPTIONAL” in this document are to be interpreted as described in [RFC2119].
The notations and conventions used for the patterns in this document are covered in section 1.5 below.

1.2 Normative References

[RFC2119]
S. Bradner, Key words for use in RFCs to Indicate Requirement Levels, http://www.ietf.org/rfc/rfc2119.txt, IETF RFC 2119, March 1997.

[TGF-Primer]
Transformational Government Framework Primer, 17 March 2011. OASIS Committee Note Draft 01 http://docs.oasis-open.org/tgf/TGF-Primer/v1.0/TGF-Primer-v1.0.docx 


1.3 Non-Normative References

[Alexander 1964]
C. Alexander, Notes on the Synthesis of Form, Harvard University Press, 1964
[Alexander 1979]
C. Alexander, The Timeless Way of Building, Oxford University Press, 1979
 MACROBUTTON  NoMacro [Reference] 
 MACROBUTTON  NoMacro [Full reference citation] 
[Brown 2011]
P. Brown, Introducing Pattern Languages, http://peterfbrown.com/patternlanguages.aspx, March 2011.


The text in the remainder of this section 1 Introduction is for information only and is neither normative nor part of the TGF Pattern Language.

1.4 The Transformational Government Framework (TGF)

Transformational Government is defined in the [TGF-Primer] as “A managed process of ICT-enabled change in the public sector, which puts the needs of citizens and businesses at the heart of that process and which achieves significant and transformational impacts on the efficiency and effectiveness of government.” This definition deliberately avoids describing some perfect “end-state” for government. That is not the intent of the Transformational Government Framework. Rather, the focus is on the process of transformation: how a government can build a new way of working which enables it rapidly and efficiently to adapt to changing citizen needs and emerging political and market priorities.
1.5 The TGF Pattern Language (TGF-PL)
Whereas the [TGF-Primer] is intended primarily as a detailed and comprehensive introduction to the Framework, the TGF Pattern Language is intended as a working reference manual and tool of the main concerns that the Framework covers. It is intended to be readable end-to-end as a piece of prose but is structured also in a way that lends itself to being quoted and used pattern by pattern and to being encapsulated in more formal, tractable, and machine-processable forms including concept maps, Topic Maps, RDF or OWL.
1.6 Pattern Languages

The idea of Pattern Languages, as a process for analyzing recurrent problems and a mechanism for capturing those problems and archetypal solutions, was first outlined by architect Christopher Alexander [Alexander 1964] and [Alexander 1979]: “The value of a Pattern Language is that remains readable and engaging whilst providing basic hooks for further machine processing… [it] is not an ‘out-of-the-box’ solution but rather some ‘familiar’ patterns with which a team can work” [Brown 2011].
Each pattern in a pattern language is expressed essentially as a three-part rule:

The context in which a particular problem arises (the ex-ante condition) and in which the pattern is intended to be used;

The ‘system of forces’ or problem to be solved and that includes the drivers, constraints and concerns that the pattern is intended to address – Alexander highlighted that this ‘system’ often involved conflicting forces (for example, an architect’s desire confronted with a material limitation) that the pattern should seek to resolve;

The ‘configuration’ or solution.

The exact configuration will vary from one pattern language to another but each pattern in the TGF Pattern Language will be structured as follows:

The name of the pattern and a reference number
The conformance level intended to be applied in any use of the pattern

An introduction that sets the context and, optionally, indicates how the pattern contributes to a larger pattern
A headline statement that captures the essence of the problem being addressed

The body of the problem being addressed as well as constraints and evidence for the pattern’s validity

The solution stated as an instruction – what needs to be done

Optionally, some completion notes that links the pattern to related and more detailed patterns that further implement or extend the current pattern
1.7 Notation and conventions used for the Pattern Language
The patterns of the TGF Pattern Language are grouped together and organized into a series of sections, corresponding to the high-level structure of the Transformational Government Framework.

Some patterns may be used in more than one part of the overall Framework but will only be outlined completely once, when first encountered. Thereafter, reference will be made back to its original definition.
Below is an example of a pattern together with comments about the notation and conventions used:
Collaborative Stakeholder Governance **

It is a core responsibility of the [22] Transformational Government Leadership and stakeholders together to design and deliver a [5] Benefit Realisation Strategy. The [29] Business Management Framework provides guidance on six key aspects of business management including collaboration between stakeholders. Both [21] Strategic Clarity and [24] Stakeholder Engagement ensure that stakeholder views are clear and understood; and effective [38] Policy Product Management helps ensure that they share a common understanding of TG program expectations, including the [2] Guiding Principles.
( ( (
The TG program requires a process by which all key stakeholders are identified, engaged and buy-in to the transformation program.

Development and delivery of an effective Transformational Government program requires engagement with a very wide range of stakeholders, not only across the whole of government but also with the private sector, voluntary and community sectors as well as with business and citizen users of public services.  A significant effort is needed to include all stakeholders in the governance of the Transformational Government program at an appropriate and effective level.
The Collaborative Stakeholder Governance Model assists a TG program to engage successfully with stakeholders and align them effectively behind shared objectives. It does this through stakeholder mapping and stakeholder engagement as well as keeping an eye open to potential or required cooperation with TG programs of other governments and agencies.

Therefore:
A conformant TG program must have a Collaborative Stakeholder Governance Model as part of its overall business management.

This model must explicitly articulate a comprehensive stakeholder map, coupled with the structures, processes and incentives needed to deliver full understanding and buy-in to the program, plus effective stakeholder action in support of it.

Tooling should be provided with the aim of supporting all stakeholders and facilitating their collaboration as partners in the TG Franchise Marketplace.

( ( (
Stakeholder collaboration is further aided by a [37] Common Terminology and Reference Model and more specifically an up-to-date mapping of stakeholders depicted in a [63] Stakeholder Model, and their engagement through the [74] Stakeholder Engagement Model; in addition to a clear understanding of how they form part of the TG [58] Ecosystem and contribute to [75] Interoperability. Stakeholders also play key roles in the development of the [39] Franchise Marketplace Model.
2 The Transformational Government Framework Pattern Language (TGF-PL)
In the increasingly common situation of governments being expected to deliver better and more services for less cost whilst maintaining high-level oversight and governance, the Transformational Government Framework provides a framework for designing and delivering an effective program of technology-enabled change at all levels of government.

The Transformational Government Framework can be seen schematically below, made up of four high-level components:
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Figure 1 - The Overall Framework
The patterns in the TGF Pattern Language are organized below into groups that reflect this structure.
3 Guiding principles
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[1] Guiding Principles **
Introduction
( ( (
A management hand on the tiller is not enough to deliver effective transformation
Even the most well intentioned and effectively governed program can drift off course without clear direction provided by explicit and well-publicized guiding principles.
Therefore:

Any Transformational Government program conforming to the TGF must be guided by a set of high-level principles
( ( (
The Guiding Principles will include [2]  Customer Insight, [3] Customer Centered Services, [4] Transformation with the Citizen, [5] Grow the Market, and [6] Manage Critical Success Factors.
[2] Customer Insight **
Introduction
( ( (
Don’t assume to know what users of a service think
Body

Therefore:

Be obsessive about understanding your customers. It is essential to own the customer at a whole of government level. Invest in developing a real-time, event-level understanding of citizen and business interactions with government
( ( (
Completion: Valuable for system realization through [28] Interaction Design.
[3] Customer Centered Services **
Introduction
( ( (
Reorganization of government structures to reflect every change in service delivery
Body

Therefore:

Build services around customer needs, not organizational structure. This will include providing people with one place to access government, built around their needs (such as accessibility). Do not spend money on technology before addressing organizational and business change and do not re-invent wheels. Build a cross-government strategy for common citizen data sets and common citizen applications (e.g. authentication, payments, notifications).
( ( (
Rather than attempting to restructure Government, “Customer franchises" can be built - using the [7] Franchise Model - which sit within the existing structure of government and act as change agents. Multi-channel delivery of services can be provided through optimized [8] Channel Management and use of [9] SOA Principles. Common citizen data sets can be built with [10] Personal Data under Citizen Control and managed using [11] Information Resource Management. 
[4] Transformation with the Citizen **
Introduction
( ( (
Headline
Body

Therefore:

Citizen Service transformation is done with citizens, not to them. Engage them directly in service design and delivery. Give citizens the technology tools that enable them to create public value themselves and give them ownership and control of their personal data.
( ( (
See also [12] Citizens Add Public Value and [13] Open Government Data to Re-Use.
[5] Grow the Market **
Introduction
( ( (
Demand for e-services across society will continue to grow while other market players (in the private, voluntary and community sectors) will have a significant influence on citizen attitudes and behavior
Body - 
Therefore:

Ensure that your service transformation plans are integrated with an effective digital inclusion strategy to build access to and demand for e-services. Build partnerships which enable the market and others to work with you to deliver jointly-owned objectives.
( ( (
Completion
[6] Manage Critical Success Factors **
Introduction
( ( (
Headline
Body

Therefore:

Manage and measure a clearly defined set of critical success factors.
( ( (
A set of patterns for nine core critical success factor is presented in the next section
4 Critical Success Factors
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[7] Strategic Clarity **
Introduction
( ( (
Headline
Body

Therefore:

Solution
( ( (
Completion: All-of-Government View; Clear Vision; Strong Business Case; Focus on results
[8] Leadership **
Introduction
( ( (
Headline
Body

Therefore:

Solution (leadership skills)
( ( (
Completion: Sustained Support; Collaborative Governance
[9] User Focus **
Introduction
( ( (
Headline
Body

Therefore:

Solution
( ( (
Completion: Holistic View of Customer; [3] Customer-Centered Services; Citizen Empowerment
[10] Stakeholder Engagement **
Introduction
( ( (
Headline
Body

Therefore:

Solution (stakeholder communication)
( ( (
Completion: Cross-sectoral partnership
[11] Skills **
Introduction
( ( (
Headline
Body

Therefore:

Solution (skills mapping and skill integration)
( ( (
Completion
[12] Supplier Partnership **
Introduction
( ( (
Headline
Body

Therefore:

Solution (smart selection and supplier integration)
( ( (
Completion
[13] Future Proofing **
Introduction
( ( (
Headline
Body

Therefore:

Solution
( ( (
Completion: Interoperability using Open Standards; Web-Centric delivery; Agility; Shared Services
[14] Achievable Delivery **
Introduction
( ( (
Headline
Body

Therefore:

Solution (phased implementation, continuous improvement
( ( (
Completion: Risk Management
[15] Benefit Realization **
Introduction
( ( (
Headline
Body

Therefore:

Solution (needs a benefit realization strategy)
( ( (
Completion: Benefit Mapping, Benefit Tracking and Benefit Delivery
5 Delivery Processes
Delivering the principles outlined in Part 2.1 above, in line with the Critical Success Factors detailed in Part 2.2, involves re-inventing every stage of the service delivery process. The Transformational Government Framework identifies four main delivery processes, each of which must be managed in a government-wide and citizen-centric way in order to deliver effective transformation:

Business Management

Customer Management

Channel Management

Technology Management
5.1 Business Management Framework
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Leadership
See [8] Leadership
[16] Roadmap for Transformation **
Introduction
( ( (
Headline
Body

Therefore:

Solution
( ( (
Completion
[17] Collaborative Stakeholder Governance **
Introduction
( ( (
Headline
Body

Therefore:

Solution
( ( (
Completion
[18] Common Terminology and Reference Model **
Introduction
( ( (
Headline
Body

Therefore:

Solution
( ( (
Completion
[19] Transformation Business Model **
Introduction
( ( (
Headline
Body

Therefore:

Solution
( ( (
Completion
[20] Franchise Marketplace **
Introduction
( ( (
Headline
Body

Therefore:

Solution (franchise marketplace model)
( ( (
Completion
[21] Policy Management **
Introduction
( ( (
Headline
Body

Therefore:

Solution (identifiable and managed policy products and a policy product map)
( ( (
Completion

5.2 Customer Management Framework
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[22] Brand-Led Service Delivery **
Introduction
( ( (
Headline
Body

Therefore:

Solution (include marketing and communications)
( ( (
Completion: Use [2] Customer Insight, [27] Product Management, 
[23] Citizen Empowerment **
Introduction
( ( (
Headline
Body

Therefore:

A Citizen Empowerment Framework should be established which encourages and enables service innovation in the Citizen-to-Citizen, Business-to-Citizen, Citizen-to-Government, and Business-to-Government sectors

( ( (
Completion: encourage internal cultural change
[24] Citizen Identity Management **
Introduction
( ( (
Headline
Body

Therefore:

Solution
( ( (
Completion
5.3 Channel Management Framework

[diagram]
[25] Channel Management **
Introduction
( ( (
Headline
Body

Therefore:

There must be a clear mapping of existing service delivery channels and their cost structures and a channel transformation strategy that shifts users where possible to lower cost channels, optimizes the cost and performance of each channel and improves cross-channel management and a thriving mixed economy delivery of services.
( ( (
Completion: Channel Mapping, Channel Transformation
5.4 Technology Management Framework

[diagram]
[26] Information Resource Management **
Introduction
( ( (
Headline
Body

Therefore:

Solution
( ( (
Completion
[27] Map All Stakeholders **
Introduction
( ( (
Headline
Body

Therefore:

Solution
( ( (
Completion: Stakeholder Engagement, Stakeholder & Ecosystem Model
[28] SOA Principles **
Introduction
( ( (
Headline
Body

Therefore:

Use the OASIS SOA reference Model…
( ( (
Completion
[29] Personal Data under Citizen Control **
Introduction
( ( (
Headline
Body

Therefore:

Solution
( ( (
Completion
[30] Product Management **
Introduction
( ( (
Headline
Body

Therefore:

Solution
( ( (
Completion
[31] Citizens Add Public Value **
Introduction
( ( (
Headline
Body

Therefore:

Give citizens the technology tools that enable them to create public value themselves.
( ( (
Completion
[32] Open Government Data to Re-Use
Introduction
( ( (
Headline
Body

Therefore:

Make all non-personal government data freely open for reuse and innovation by citizens and third parties.
( ( (
Completion
[33] Interaction Design **
Introduction
( ( (
Headline
Body

Therefore:

Solution
( ( (
Completion

6 Benefit Realization Strategy

[diagram]
Measure Success
See [6] Manage Critical Success Factors and [15] Benefit realization.
[34] Independent Review of Performance **
Introduction
( ( (
Headline
Body

Therefore:

Solution
( ( (
Completion
[35] Name **
Introduction
( ( (
Headline
Body

Therefore:

Solution
( ( (
Completion
7 Conformance

1.
All conformant transformational government programs MUST use the following patterns:
2.
All conformant programs SHOULD use the following patterns:… Use of these patterns is not obligatory but is RECOMMENDED
3.
All conformant programs MAY use any of the remaining patterns: … Use of these patterns is OPTIONAL as they have not been tested or received sufficient feedback as to their core value for a transformational government program.
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