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Component 1: Guiding Principles
The TGF Guiding Principles are set out below, and MUST be used by any Transformational Government program conforming to the TGF.

A detailed and segmented understanding of citizen and business customers will be developed
· The customer is owned at the whole-of-government level

· Decisions are based upon the results of research - Assumptions will not be made on what service users think 

Investment will be made in developing a real-time, event-level understanding of citizen and business interactions with government

Services are built around customer needs, not organisational structure

· People will be provided with one place to access government, built around their needs (such as accessibility)

· "Customer franchises" which sit within the government structure and act as change agents will be built. This will not necessarily be achieved by any restructuring of Government 

· Services are delivered across multiple channels using Service-Oriented Architecture (SOA) principles to join it all up, reduce infrastructure duplication, and to encourage customers into lower cost channels where appropriate
· Organisational and business change are addressed before money is spent on technology 

A cross-government strategy will be built for common citizen data sets (e.g. name, address) and common citizen applications (e.g. authentication, payments, notifications)

Citizen Service transformation is done with citizens, not to them

· Citizens are engaged directly in service design and delivery

· Citizens will be given the technology tools that enable them to create public value themselves

Citizens will be given ownership and control of their personal data - and all non-personal government data will be made freely open for reuse and innovation by citizens and third parties

The market will be developed
· Service transformation plans are integrated with a digital inclusion strategy to build access to and demand for e-services across society

Partnerships will be built with other market players (in the private, voluntary and community sectors) to leverage their significant influence on citizen attitudes and behaviour - and to enable the market and others to work with government to deliver jointly-owned objectives.

These nine critical success factors will be managed and measured:
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Figure 2: The nine Critical Success Factors 

These nine factors are covered in Component 2 of the TGF.

