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Policy Product Management
1.1 Why Manage Policy Products?

Traditional policy approaches to e-government have often been narrowly focused.  An effective Transformational Government program that attempts to join-up service delivery across a number of different agencies requires a more holistic approach to policy development and this necessitates a much broader range of policy products. We define a Policy Product in the TGF Primer as any “document that has been formally adopted on a government-wide basis and aimed at helping achieve one or other goal of transformational government”. These documents vary in nature (from statutory documents with legal force, through mandated policies, to informal guidance and best practice) and in length (some may be very lengthy documents; others just a few paragraphs of text). Policy Products are important drivers of change within government: first because the process of producing them, if managed effectively, can help ensure strategic clarity and stakeholder buy-in; and second because they then become vital communication and management tools.

Over recent years, several governments have published a wide range of Policy Products as part of their work on Interoperability Frameworks and Enterprise Architectures, and other governments are therefore able to draw on these as reference models when developing their own Policy Products. However, we believe that the set of Policy Products required to ensure that a holistic, government -wide vision for transformation can be delivered is much broader than is currently being addressed in most Interoperability Frameworks and Enterprise Architectures.

1.2 The Policy Product Matrix
As detailed in the TGF Primer and TGF Pattern Language, a TGF-conformant transformation program must use the matrix shown below in order to create a map of the Policy Products needed to deliver the program effectively. This matrix maps the four delivery processes described in Component 2 of the TGF (Business Management, Customer Management, Channel Management and service-oriented Technology Management) against the five interoperability levels identified in what is currently the broadest of Interoperability Frameworks - the European Interoperability Framework  version 2.0 (EIFv2 – see Figure 1 below.
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public services with a cross border dimension both the
political field and the legal framework should be in
place to provide the necessary support in these two
areas (Political and Legal). They are depicted in the diagram below.
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6.2 Political Context

Political support for interoperability efforts is an absolute necessity. In order that cooperation be
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Figure 1:  EIF v2 Interoperability levels
While the EIFv2 framework is conceptually complete, by mapping it against the core delivery processes, a much clearer sense can be gained of the specific actions that are needed in each area of policy.
	Delivery Processes
	Interoperability Levels

	
	Political
	Legal
	Organizational
	Semantic
	Technical

	Business Management
	See 2.1
	See 2.2
	See 2.3
	See 2.4
	See 2.5

	Customer Management
	See 3.1
	See 3.2
	See 3.3
	See 3.4
	See 3.5

	Channel Management
	See 4.1
	See 4.2
	See 4.3
	See 4.4
	See 4.5

	Technology Management
	See 5.1
	See 5.2
	See 5.3
	See 5.4
	See 5.5


Figure 2: Policy Product Matrix
The following sections provide detailed guidance on a range of Policy Products which should be considered in any Transformational Government program.  Not all may be necessary for every programme, and in some cases a program may wish to meet the objectives of what are shown here as separate Policy Products through a single, broader Policy Product.  
1.3 How To Use The Policy Product Matrix
For each cell in the matrix above, one or more relevant policy product types are listed in the correspondingly numbered section below (representing the matrix cells 2.1 through to 5.5).
Each policy product type listed is accompanied by a definition of the product together with a description of the issue that the product is intended to address.  This is followed by examples of specific policy products in use around the world that represent current good practice and further guidance notes for each product type.

The policy products listed in the various levels of the matrix reflect the generally accepted life-cycle of public sector strategic planning, ie Vision (Policy(Strategy(Implementation Plans (Operation.  Hence there are instances of policies and strategies in the upper levels and these flow down to the plans and tools for their implementation in the lower levels.   Whilst this may perhaps be regarded as unnecessary duplication, it does allow for an audit trail to be established to ensure that political objectives are being delivered and the goals being are realized. 
For each cell of the matrix, it is only possible to set down a minimum set of policy product types because the list will almost certainly evolve and expand over time and also local implementations may find the need for other products to suit their local circumstances.  Adopters of the TGF should:
· review the range of their own policy products; 
· compare them against the types and examples in the lists contained in the current document;

· determine the  applicability of the product types and examples below  and, where necessary, initiate a process to elaborate local policy products for  their respective jurisdiction.  
1.4 Tips And Recommendations


This is not intended to be a bureaucratic, box-ticking exercise.  Rather, the Policy Product Matrix is intended as a pragmatic tool to help governments think through the policy landscape which a Transformational Government Program needs to operate within and to make an impact on.  Policy Products d may not be needed for every policy product in every Transformational Government Program.  For example where the service delivery is being provided by a Cloud provider then the responsibility for some aspects and the associated policy products will lie with the Cloud provider and not the program leadership.  Also, some objectives of a specific program may be met with a single Policy Product covering two or more separate Policy Product types (for example, by combining the Risk Management Strategy into the Benefits Realisation Strategy).

In practical terms, we recommend:

· Use the Policy Product Matrix during the early days of establishing a Transformational Government program, 
· as an assessment tool to help identify all relevant existing or planned policy activity which impacts on the objectives of the program;
· as a framework for gap analysis, helping to identify key policy issues for the program which are currently not being addressed;
· Build a Transformational Government policy community as an on-going activity and ensure that:

· all relevant policy work is seen as part of a connected whole;
· there is effective visibility and engagement between the people and teams working on different but related Policy Products.
· Where a single agency wishes to implement a Transformational Government delivery model, and that approach does not involve joining-up service delivery with other agencies, then a more selective use of the whole matrix would be appropriate.
1.5 Disclaimer


Each cell in the matrix contains examples of policy product types that the TGF TC considers to be good practice to have as part of a TGF compliant program as well as examples of Policy Product for each type. The examples include URLs pointing to material contained on external websites and correct at the date of publication of this Committee Note, but the persistence of which cannot be guaranteed.  The TC will make every effort to keep this information up to date but readers may need to conduct further research if the links do not work or the referenced material is no longer available.


It should also be recognised that Governments do not always openly publish all of their policy products, and this explains why some of the cells in the matrix do not show any examples.  
2 Business Management Layer

Cell 2.1 “Business Management/Political” 
	Policy Product Type - BENEFITS REALIZATION STRATEGY


	Description
The strategy for ensuring that the intended benefits from the TG program are delivered in practice.

	Problem Addressed
Benefits Realization

	Example(s) of current Policy Product of this type
:
None given


	Notes
See TGF Pattern [20] Benefits Realization



	Policy Product Type - BRAND-LED SERVICE DELIVERY STRATEGY


	Description
The government-wide strategy and supporting operational processes needed to ensure a trusted, consistent brand identity for an integrated, multi-channel, citizen-centric service delivery platform.

	Problem Addressed
Brand-Led Service Delivery

	Example(s) of current Policy Product of this type:
None given


	Notes
See TGF Pattern [9] Brand-led Service Delivery



	Policy Product Type - CROSS GOVERNMENT VISION FOR CUSTOMER SERVICE TRANSFORMATION


	Description
A clear description of the desired future state for more effective and efficient service delivery, which is endorsed at the highest political and administrative levels of the government.

	Problem Addressed
Government’s Vision for Service Delivery

	Example(s) of current Policy Product of this type:
(UK) http://www.cabinetoffice.gov.uk/cio/transformational_government/strategy.aspx
(EU) European Commission – European Interoperability Strategy – Annex 1,  EIS Overall Strategic Approach’  http://ec.europa.eu/isa/library/index_en.htm


	Notes
See TGF Pattern [2] Program Leadership



	Policy Product Type - PUBLIC SERVICES DIRECTION POLICY


	Description
The policy that sets out the direction that a government is moving in a business/political sense  and which may dramatically change the public sector business/ICT Landscape.

	Problem Addressed
Government’s Political Direction

	Example(s) of current Policy Product of this type:
(UK) http://www.cabinetoffice.gov.uk/resource-library/open-public-services-white-paper


	Notes
See TGF Pattern [2] Program Leadership



	Policy Product Type - RISK MANAGEMENT STRATEGY


	Description
A cross-government view of the key risks to achieving the overall vision for service transformation, underpinned by mitigation strategies, including best practice guidance to individual agencies on how to manage agency-level risks.

	Problem Addressed
Risk Management

	Example(s) of current Policy Product of this type:
(ISO 31000: Risk management -- Principles and guidelines on implementation) http://www.iso.org/iso/catalogue_detail.htm?csnumber=43170
(UK) http://www.ogc.gov.uk/guidance_management_of_risk_4441.asp


	Notes
See TGF Pattern [17] Critical Success Factors



	Policy Product Type - STRATEGIC BUSINESS CASE FOR OVERALL PROGRAM


	Description
The business case that sets out the whole justification for the TG program.

	Problem Addressed
TGF Business Case

	Example(s) of current Policy Product of this type:
(EU) European Commission, EIF v2 Chapter 2 - http://ec.uropa.eu/isa/policy/policy3_en.htm 


	Notes
See TGF Pattern [2] Program Leadership



	Policy Product Type - TRANSFORMATIONAL BUSINESS MODEL


	Description
A model that sets out how the government intends to build its services, maximizing the benefits of new technologies and communication channels, around the needs of citizens and businesses and not around its organizational structure.

	Problem Addressed
Target Business Model

	Example(s) of current Policy Product of this type:
None given


	Notes
See TGF Pattern [6] Transformational Business Model



Cell 2.2 “Business Management/Legal” 
	Policy Product Type - LEGAL FRAMEWORK FOR PUBLIC PRIVATE PARTNERSHIP


	Description
There are a number of ways that a PPP can be introduced and most if not all will require some sort of legal framework in which to operate.  Given the potential importance of PPP in delivering citizen service transformation, putting in place the necessary enabling legislation where this does not already exist can be an important task in the Roadmap.

	Problem Addressed
A Public Private Partnership (PPP) involves a relationship between a public sector authority and a private party, in which the private party provides a public service or project and assumes substantial financial, technical and operational risk in the project.   

	Example(s) of current Policy Product of this type:
(EU) European Comission – Proposal for a Regulation establishing the Connecting Europe Facility 

http://europa.eu/rapid/pressReleasesAction.do?reference=IP/11/1200&format=HTML&aged=0&language=EN&guiLanguage=en


	Notes
National legislation will vary on this aspect so it will be necessary to consult with Government lawyers to identify the most appropriate legal framework.



	Policy Product Type - LEGAL AUTHORITY FOR INTER-AGENCY COLLABORATION


	Description
This represents the legal basis for inter-agency collaboration, data and information exchanges and other joint activities.  
	Problem Addressed
An early step in the Transformation Roadmap for many governments is the identification and redressing of legal barriers. Very often existing laws and practices prohibit full inter-agency working, for example by limiting the ability of an agency to act for tightly prescribed purposes.  


	Example(s) of current Policy Product of this type:
 (EU) European Commission – Article 3 and Part III(c) §2 of Annex of the Proposal for a Regulation establishing the Connecting Europe Facility  

http://europa.eu/rapid/pressReleasesAction.do?reference=IP/11/1200&format=HTML&aged=0&language=EN&guiLanguage=en


	Notes
National legislation will vary on this aspect so it will be necessary to consult with Government lawyers to identify and remove any barriers.



Cell 2.3 “Business Management/Organisational” 
	Policy Product Type - ASSET REGISTER


	Description
A record of major Government Information and ICT Assets to provide a basis for benchmarking costs across government and leveraging of existing assets and procurement contracts

	Problem Addressed
Asset Management

	Example(s) of current Policy Product of this type:
(EU)  European Commission – http://www.semic.eu
(UK) http://www.bis.gov.uk/site/foi/information-asset-register


	Notes
See TGF Pattern 15 Resources Management



	Policy Product Type - BENEFITS REALIZATION PLAN


	Description
The plan for delivering the Benefits Realization Strategy.

	Problem Addressed
Benefits Realization 

	Example(s) of current Policy Product of this type:
(Australia) http://www.finance.gov.au/budget/ict-investment-framework/docs/AGIMO_PerfIndicatorReport_v1_2.pdf
(New South Wales Government)  http://services.nsw.gov.au/inside-dfs/information-communications-technology/publications/benefits-realisation-guideline 

(New Zealand) http://www.ict.govt.nz/guidance-and-resources/benefits-realisation


	Notes
See TGF Pattern 20 Benefits Realization



	Policy Product Type - BUSINESS CASE BEST PRACTICE GUIDANCE


	Description
Guidance on how to produce a buiness case for the whole  TG program.

	Problem Addressed
TGF Business Case

	Example(s) of current Policy Product of this type:
(New South Wales Government) http://services.nsw.gov.au/inside-dfs/information-communications-technology/publications/business-case-development-guideline
(New Zealand)  http://www.infrastructure.govt.nz/publications/betterbusinesscases


	Notes
See TGF Pattern 2 Program Leadership



	Policy Product Type - COLLABORATIVE STAKEHOLDER ENGAGEMENT MODEL


	Description
A model that articulates all of these elements: a map all stakeholders, coupled with the structures, engagement processes and incentives needed to deliver full understanding and buy-in to the TG program, plus effective stakeholder action in support of it.

	Problem Addressed
Stakeholder Engagement

	Example(s) of current Policy Product of this type:
(UK)  http://interim.cabinetoffice.gov.uk/govtalk.aspx
(USA) - http://www.whitehouse.gov/sites/default/files/microsites/USTR-Open-Government-Plan_Jun-2010.pdf


	Notes
See TGF Pattern 3 Engagement with Stakeholders



	Policy Product Type - COMMON TERMINOLOGY AND REFERENCE MODEL


	Description
The means by which all stakeholders have a common understanding of the key concepts involved in the TG program and how they interrelate, and the common language to describe them.

	Problem Addressed
Common Language

	Example(s) of current Policy Product of this type:
None given


	Notes
See TGF Pattern 4 Common Terminology and Reference Model



	Policy Product Type – FUNDING MODEL


	Description
An agreed funding model and budgetary process which is tailor-made to meet the needs of a cross-government transformational programme.  Most Governments find that traditional, “silo-based” budgetary mechanisms are insufficient to deliver citizen-centric e-Government, and that new funding models need to be developed.  Examples include central government innovation funding (from Treasury), top slicing, donation funding, large player sponsorship and reinvesting revenue from volume based fee services.

	Problem Addressed
TGF Funding

	Example(s) of current Policy Product of this type:
(EU) European Commission – Legislative Financial Statement, annexed to the Proposal for a Regulation establishing the Connecting Europe Facility, http://europa.eu/rapid/pressReleasesAction.do?reference=IP/11/1200&format=HTML&aged=0&language=EN&guiLanguage=en


	Notes
See TGF Pattern 6 Transformational Business Model



	Policy Product Type – KEY SERVICES PORTFOLIO


	Description
A list of the key goverment services for online service delivery.  This list will need to maintained and added to as the TG program progresses.

	Problem Addressed
Service Dleivery Priorities

	Example(s) of current Policy Product of this type:
None given


	Notes
See TGF Pattern  8 Roadmap for Transformation



	Policy Product Type – PERFORMANCE MANAGEMENT FRAMEWORK


	Description
A framework setting out how the performance of all aspects of the TG program will be measured against the Critical Success Factors and the measurement tools that will be used.

	Problem Addressed
Performance Management

	Example(s) of current Policy Product of this type:
(EU) European Commission – Sections 1.4.4 “Overview on milestones and targets” (Telecommunications – Specific Objective 2 – ICT), 1.4.5, and 2.1 of the Legislative Financial Statement, annexed to the Proposal for a Regulation establishing the Connecting Europe Facility, http://europa.eu/rapid/pressReleasesAction.do?reference=IP/11/1200&format=HTML&aged=0&language=EN&guiLanguage=en
(USA)  http://www.whitehouse.gov/omb/performance


	Notes
See TGF Pattern 17 Critical Success Factors



	Policy Product Type – PUBLIC SERVICES DIRECTION GUIDELINES


	Description
Guidelines on the direction that a government is taking on the delivery of public services.

	Problem Addressed
Service Delivery

	Example(s) of current Policy Product of this type:
None given


	Notes

See TGF Pattern 6 Transformational Business Model



	Policy Product Type – SUPPLIER MANAGEMENT GUIDELINES


	Description
A set of guidelines detailing good practice for managing the relationships with major suppliers.

	Problem Addressed
Supplier Management

	Example(s) of current Policy Product of this type:
(New Zealand) http://www.ict.govt.nz/guidance-and-resources/procurement-and-ict-contracts/intellectual-property-rights/decision-process
(UK)  www.ogc.gov.uk/contract_management_strategic_supplier_management.asp


	Notes
See TGF Pattern 19 Supplier Partnership



	Policy Product Type – TRANSFORMATION COMPETENCY FRAMEWORK


	Description
A check list of the competences required to deliver ICT-enabled transformation in the public sector, along with tools enabling organisations to assess their competency gaps and individuals to build their own personal development plans.

	Problem Addressed
Skills Management

	Example(s) of current Policy Product of this type:
(UK) http://www.cabinetoffice.gov.uk/cio/itprofession/competency_framework/framework_v4.aspx


	Notes
See TGF Pattern 18 Skills



	Policy Product Type – TRANSFORMATION ROADMAP


	Description
A Transformation Roadmap takes the overall cross-government vision for service transformation and underpins it with a detailed, multi-year delivery plan.  

	Problem Addressed
TGF Delivery Plans

	Example(s) of current Policy Product of this type:
(UK) http://www.cabinetoffice.gov.uk/sites/default/files/resources/uk-government-government-ict-strategy_0.pdf  PLUS

A set of substrategies giving further detail at http://www.cabinetoffice.gov.uk/resource-library/uk-government-ict-strategy-resources


	Notes
See TGF Pattern 8 Roadmap for Transformation



Cell 2.4 “Business Management/Semantic” 
	Policy Product Type – BUSIENSS PROCESS MODEL


	Description
A model that depicts the business processes of an organisation.  The model typically shows a collection of related, structured activities or tasks that produce a specific service or product for a particular customer or customers.  It often can be visualized with a flowchart as a sequence of activities.

	Problem Addressed
Business Processes

	Example(s) of current Policy Product of this type:
(USA) Consolidated Reference Model - http://www.whitehouse.gov/omb/e-gov/fea
(Zachman)  www.zachman.com


	Notes
See TGF Pattern 15 Resources Management



	Policy Product Type – LOGICAL DATA MODEL


	Description
The representation of the organization's data, organized in terms of entities and relationships and which is independent of any particular data management technology.

	Problem Addressed
Data Management

	Example(s) of current Policy Product of this type:
(USA) Consolidated Reference Model - http://www.whitehouse.gov/omb/e-gov/fea
(Zachman) www.zachman.com


	Notes



	Policy Product Type – METADATA REPOSITORY


	Description
A database created to gather, store, and distribute contextual information about business data and assets.  The contextual information should include the meaning and content, policies that govern, technical attributes, specifications that transform, and programs that manipulate the data and assets.

	Problem Addressed
Information Management

	Example(s) of current Policy Product of this type:
(EU) European Commission, EIF v2 para 3.2.1.1 - http://ec.europa.eu/isa/policy/policy3_en.htm
(UK) http://interim.cabinetoffice.gov.uk/govtalk.aspx


	Notes
See TGF Pattern 15 Resources Management



Cell 2.5 “Business Management/Technical” 
	Policy Product Type – INFORMATION PRESERVATION FRAMEWORK


	Description
The framework for preserving  the government’s information assets.  This should cover not only the hard copies of documents and  other paper materials but also web pages and online services and the information captured by them.

	Problem Addressed
Information Preservation

	Example(s) of current Policy Product of this type:
(EU) European Commission, EIF v2 –para 2.9 - http://ec.europa.eu/isa/policy/policy3_en.htm


	Notes
See TGF Pattern 15 Resources Management




	Policy Product Type – TECHNOLOGY ROADMAP


	Description
A roadmap that sets out the plans for moving from the current set of technologies to new, emerging ones that are more appropriate to the needs of the TG program.

	Problem Addressed
Technology Management

	Example(s) of current Policy Product of this type:
(New Zealand) http://www.ict.govt.nz/programme/government-ict-roadmap
(Zachman)  www.zachman.com

	Notes
See TGF Pattern 16 Technology Development and Management



1. Customer Management Layer

Cell 3.1 “Customer Management/Political” 
	Policy Product Type – CUSTOMER IDENTITY MANAGEMENT STRATEGY


	Description
The Strategy setting out how the identity of Customers is to be managed, including a model of cross-trust between organizations, and how customers can control their own data.

	Problem Addressed
Identity Managment

	Example(s) of current Policy Product of this type:
(OECD) http://www.oecd-ilibrary.org/docserver/download/fulltext/5kgdzvn5rfs2.pdf?expires=1323083942&id=id&accname=guest&checksum=6482CF41208EBBFAF32E800126AE2F0A


	Notes
See TGF Pattern 11 Customer Identity  Management




	Policy Product Type – PRIVACY AND DATA SHARING POLICY


	Description
The government policy for the sharing of data between agencies and other governments and NGOs, whilst at the same time respecting the needs for data privacy.

	Problem Addressed
Data Privacy and Sharing

	Example(s) of current Policy Product of this type:
(EU) European Commission, EIF v2  para 2.5 - http://ec.europa.eu/isa/policy/policy3_en.htm


	Notes
See TGF Pattern 11 Customer Identity  Management




Cell 3.2 “Customer Management/Legal” 
	Policy Product Type - eSIGNATURES AND eBUSINESS ENABLING LEGISLATION


	Description
The legal basis that allows for eSignatures to be acceptable and for eBusiness transactions to be formally recognised.

	Problem Addressed
eSignatures

	Example(s) of current Policy Product of this type:
None given



	Notes
National legislation will vary on this aspect so it will be necessary to consult with Government lawyers to identify the most appropriate legal framework.




	Policy Product Type - PRIVACY, DATA PROTECTION AND DATA SECURITY LEGISLATION


	Description
The legal basis that the sets out the requirements for data protection, data security and data privacy.

	Problem Addressed
Data Management

	Example(s) of current Policy Product of this type:
None given



	Notes
See TGF Pattern 11 Customer Identity  Management

National legislation will vary on this aspect so it will be necessary to consult with Government lawyers to identify the most appropriate legal framework



Cell 3.3 “Customer Management/Organisational” 
	Policy Product Type - CROSS-GOVERNMENT CUSTOMER SEGMENTATION FRAMEWORK


	Description
A methodology for mapping out the diverse types of e-Government customer, giving all public sector service delivery organisations: a) a common basis for segmenting their customer base, relating to characteristics that cause their customers to have differing product or service needs (including  geographic, demographic, psychographic and behavioural factors); and b) a framework for identifying which services address overlapping customer segments and therefore need to be developed, delivered and marketed in an integrated manner.  

	Problem Addressed
Customer Management

	Example(s) of current Policy Product of this type:
None given



	Notes
See TGF Pattern 6 Transformation Business Model



	Policy Product Type - FEDERATED TRUST MODEL FOR CROSS-AGENCY IDENTITY MANAGEMENT


	Description
A model showing how agencies share the trust of each other’s identity management system.


	Problem Addressed
Identity Management

	Example(s) of current Policy Product of this type:
None given



	Notes
See TGF Pattern 11 Customer Identity  Management




	Policy Product Type - MARKETING AND COMMUNICATIONS STRATEGY


	Description
A government-wide approach for promoting the services made available through a citizen service transformation programme, covering:  a) the process of understanding and segmenting citizen requirements; b) establishing what the messages are, how they are communicated (language, format), where they are communicated (channel management) and at what stages throughout the lifetime of the programme.

	Problem Addressed
Marketing and Communications

	Example(s) of current Policy Product of this type:
None given


	Notes
See TGF Pattern 9 Brand-led Service Delivery



	Policy Product Type -SERVICE DEFINITION FOR ONE STOP SERVICES


	Description
Transformational Government programs typically involve a shift from silo-based delivery towards an integrated, multi-channel, citizen-centric service delivery platform offering “one stop” service delivery for government. Developing such a service requires a clear end-to-end service definition: a comprehensive documentation describing the product which will be offered to all customers.  

	Problem Addressed
One Stop Service Delivery

	Example(s) of current Policy Product of this type:
None given


	Notes
See TGF Pattern 6 Transformation Business Model



Cell 3.4 “Customer Management/Semantic” 
	Policy Product Type - COMMON DATA STANDARDS


	Description
A set of the most common data items in use by government.  For each item there should be a full definition together with any appropriate formatting and coding.

	Problem Addressed
Data Management

	Example(s) of current Policy Product of this type:
(EU) European Commission, EIF v2 para 4.5  - http://ec.europa.eu/isa/policy/policy3_en.htm
(UK) http://interim.cabinetoffice.gov.uk/govtalk/schemasstandards/e-gif/datastandards.aspx

	Notes
See TGF Pattern 16 Technology Development and Management



Cell 3.5 “Customer Management/Technical” 
	Policy Product Type - SINGLE SIGN-ON ARCHITECTURE


	Description
The architecture that sets out how users can  access all the services they require through a single sign-on facility.

	Problem Addressed
Single sign-on

	Example(s) of current Policy Product of this type:
None given



	Notes
See TGF Pattern 16 Technology Development and Management



2. Channel Management Layer

Cell 4.1 “Channel Management/Political” 
	Policy Product Type – ACCESSIBILITY POLICY


	Description
A Policy setting out how to  make content available to all users, particularly those with disabilities, including visual, auditory, physical, speech, cognitive, and neurological disabilities.

	Problem Addressed
Accessibility

	Example(s) of current Policy Product of this type:
(EU) European Commission,  EIF v2 para 2.4 - http://ec.europa.eu/isa/policy/policy3_en.htm
(UK) http://interim.cabinetoffice.gov.uk/accessibility.aspx


	Notes
See TGF Pattern 12 Channel Management Strategy



	Policy Product Type – CHANNEL TRANSFORMATION POLICY


	Description
The strategy that sets out the vision and roadmap for developing a new channel management approach centered on the needs and behaviour of citizens and businesses.

	Problem Addressed
Channel management

	Example(s) of current Policy Product of this type:
None given



	Notes
See TGF Pattern 14 Channel Transformation




	Policy Product Type – DIGITAL INCLUSION STRATEGY


	Description
The strategy for ensuring that all citizens and businesses can enjoy the benefits of service transformation through digital channels.  Typically, developed in partnership with the private and voluntary sectors, such a strategy will set out the government’s approach to addressing the key access, confidence and motivation barriers to digital engagement.

	Problem Addressed
Ditigal inclusion 

	Example(s) of current Policy Product of this type:
(EU)  European Commission - (http://ec.europa.eu/information_society/activities/einclusion/policy/index_en.htm)
(UK) http://www.culture.gov.uk/what_we_do/broadcasting/6216.aspx


	Notes
See TGF Pattern 12 Channel Management Strategy




	Policy Product Type – eSERVICE TAKE-UP STRATEGY


	Description
A statement of the government’s approach to ensuring high levels of take-up for e-services, covering service design, marketing, incentives, compulsion and other techniques, including best practice guidance to individual agencies on how to develop effective take-up strategies for individual services.  

	Problem Addressed
Take-up of services

	Example(s) of current Policy Product of this type:
None given



	Notes
See TGF Pattern 13 Channel Mapping




	Policy Product Type – INTERMEDIARIES STRATEGY


	Description
The strategy for the involvement of private and voluntary sector intermediaries in the delivery of government services.


	Problem Addressed
Use of intermediaries

	Example(s) of current Policy Product of this type:
None given


	Notes
See TGF Pattern 12 Channel Management Strategy




Cell 4.2 “Channel Management/Legal” 
	Policy Product Type - PRO-COMPETITIVE REGULATORY FRAMEWORK FOR THE TELECOMS SECTOR


	Description
A key foundation for transformational government is the low-cost bandwidth and service innovation which flows from a competitive telecommunications sector.  There is a strong body of evidence (from organisations such as the OECD, World Bank, and ITU) showing that privatization, liberalization and effective competition regimes drive down prices, drive up choice and innovation, and result in significant levels of market growth.  This requires both guiding policy and suitable legislative provisions, along with a designated and empowered authority to implement them. Together, these constitute the Regulatory Framework within which the sector is controlled and managed.   

	Problem Addressed
Telecoms regulations

	Example(s) of current Policy Product of this type:
(EU)  European Commission -  http://ec.europa.eu/information_society/policy/ecomm/current/index_en.htm


	Notes
National legislation will vary on this aspect so it will be necessary to consult with Government lawyers to identify the most appropriate legal framework.



Cell 4.3 “Channel Management/Organisational” 
	Policy Product Type – CHANNEL MANAGEMENT FRAMEWORK


	Description
A framework that sets out the strategic direction for public sector organisations to plan and shape the future development of channel strategies for the delivery of their electronic services.

	Problem Addressed
Channel management

	Example(s) of current Policy Product of this type:
(UK)  http://interim.cabinetoffice.gov.uk/media/253440/channels_framework_2002-09-30.pdf

	Notes
See TGF Pattern 12 Channel Management Strategy



	Policy Product Type - CUSTOMER CHANNEL INTERACTION MAP


	Description
A map of customer interactions by channel, and the true costs of these, in order to provide essential data in both building the business case for service transformation, and in highlighting priority areas for reform.

	Problem Addressed
Channel management

	Example(s) of current Policy Product of this type:
None given



	Notes
See TGF Pattern 13 Channel Mapping




Cell 4.4 “Channel Management/Semantic” 
	Policy Product Type - ACCCESSIBILITY GUIDELINES


	Description
Guidelines setting out how to  make content available to all users, particularly those with disabilities, including visual, auditory, physical, speech, cognitive, and neurological disabilities.

	Problem Addressed
Accessibility

	Example(s) of current Policy Product of this type:
(Queensland Government)  www.qld.gov.au/web/cue/ 
(W3C)  Web Accessibility Initiative – http://www.w3.org/WAI/intro/components.php


	Notes



Cell 4.5 “Channel Management/Technical” 
	Policy Product Type- ACCESSIBILITY STANDARDS


	Description
A set of guidelines setting out the standards to be used to ensure maximum inclusivity of government services.

	Problem Addressed
Accessibility

	Example(s) of current Policy Product of this type:
(Queensland Government)  www.qld.gov.au/web/cue/ 
(UK) http://www.coi.gov.uk/guidance.php?page=188


	Notes
See TGF Pattern 16 Technology Development and Management



	Policy Product Type – PRESENTATION ARCHITECTURE


	Description
An architecture that sets out the user interface(s) across the various types of channels used in a TGF program and follows the basic goals of HCI (Human–computer Interaction) which is to improve the interactions between users and computers by making computers more usable and receptive to the user's needs.

	Problem Addressed
Human-Computer Interaction

	Example(s) of current Policy Product of this type:
None given

	Notes
See TGF Pattern 16 Technology Development and Management



3. Technical Management Layer

Cell 5.1 “Technical Management/Political” 
	Policy Product Type – IT STRATEGY


	Description
A description of the approach to be taken with ICT to support the government’s business and service objectives.  This Strategy may encompass aspects like Cloud, Information Security and Open Source or these may eb the subject of separate Strategies.

	Problem Addressed
IT management

	Example(s) of current Policy Product of this type:
(Queensland Government)  http://www.qgcio.qld.gov.au/qgcio/strategies/Pages/TowardQ2throughICT.aspx 

(UK) http://www.cabinetoffice.gov.uk/sites/default/files/resources/uk-government-government-ict-strategy_0.pdf 

PLUS A set of substrategies giving further detail at http://www.cabinetoffice.gov.uk/resource-library/uk-government-ict-strategy-resources

	Notes
See TGF Pattern 2 Program Leadership



	Policy Product Type – CLOUD STRATEGY


	Description
The government’s strategy for the use of Cloud computing.

	Problem Addressed
Use of Cloud computing

	Example(s) of current Policy Product of this type:
(UK)  www.cabinetoffice.gov.uk/resource-library/uk-government-ict-strategy-resources 
(USA)  www.cio.gov/pages.cfm/page/IT-Reform-Federal-Cloud-Computing-Strategy-Published


	Notes
See TGF Pattern 16 Technology Development and Management




	Policy Product Type – INFORMATION SECURITY POLICY


	Description
The policy for the security of  the government’s information assets.  This should cover not only the hard copies of documents and  other paper materials but also web pages and online services and the information captured by them.

	Problem Addressed
Information security

	Example(s) of current Policy Product of this type:
(EU) European Commission, EIF v2 para 2.5 - http://ec.europa.eu/isa/policy/policy3_en.htm
(Queensland Government) http://www.qgcio.qld.gov.au/qgcio/architectureandstandards/Pages/security.aspx 

(USA) http://www.whitehouse.gov/the-press-office/executive-order-classified-national-security-information


	Notes
See TGF Pattern 15 Resources Management



	Policy Product Type – OPEN SOURCE POLICY


	Description
The policy that sets out the government’s adoption and use of Open Source software.

	Problem Addressed
Use of Open Source

	Example(s) of current Policy Product of this type:
(UK) http://www.cabinetoffice.gov.uk/resource-library/open-source-procurement-toolkit


	Notes
See TGF Pattern 16 Technology Development and Management



Cell 5.2 “Technical Management/Legal” 
	Policy Product Type- FRAMEWORK CONTRACTS


	Description
An overarching framework contract for the provision of services and all aspects of ICT.

	Problem Addressed
IT contracts

	Example(s) of current Policy Product of this type:
None given


	Notes
National legislation will vary on this aspect so it will be necessary to consult with Government lawyers to identify the most appropriate legal framework.



	Policy Product Type – PROCUREMENT LEGISLATION


	Description
The legal basis for public sector procurement.

	Problem Addressed


	Example(s) of current Policy Product of this type:
None given



	Notes
National legislation will vary on this aspect so it will be necessary to consult with Government lawyers to identify the most appropriate legal framework.




Cell 5.3 “Technical Management/Organisational” 
	Policy Product Type – COMPLIANCE PROCEDURES


	Description
Details of the compliance procedures necessary to fully participate in the use of common technical services and resources.

	Problem Addressed
IT compliance

	Example(s) of current Policy Product of this type:
(UK)  http://www.cabinetoffice.gov.uk/sites/default/files/resources/psn-compliance-v3.0.pdf


	Notes
See TGF Pattern 16 Technology Development and Management



	Policy Product Type – OPEN STANDARDS PROCEDURES


	Description
A set of procedures  that allow (the need for) open standards to be raised and lead into a process for filtering requests, defining the need, selecting or building them, adopting them and managing them through to retirement.

	Problem Addressed
Use of open standards

	Example(s) of current Policy Product of this type:
(EU)  European Commission, EIF v2 para 5.3 - http://ec.europa.eu/isa/policy/policy3_en.htm


	Notes
See TGF Pattern 16  Technology Development and Management



	Policy Product Type – PUBLIC SERVICES DEVELOPMENT REPOSITORY


	Description
A repository for collaborating on progress being made (or even planned) on a government’s policy on public service delivery.

	Problem Addressed
Public service delivery progress

	Example(s) of current Policy Product of this type:
None given


	Notes
See TGF Pattern 15 Resources Management



	Policy Product Type – SERVICE LEVEL AGREEMENTS


	Description
A service-level agreement is a part of a service contract where the level of service is formally defined. It normally records a common understanding about services, priorities, responsibilities, guarantees, and warranties.

	Problem Addressed
Supplier management

	Example(s) of current Policy Product of this type:
(eu)  European Commission, EIF v2 para 4.4.2 - http://ec.europa.eu/isa/policy/policy3_en.htm


	Notes
See TGF Pattern 19 Supplier Partnership



	Policy Product Type – STRATEGIC ICT IMPLEMENTATION PLAN


	Description
An adjunct to the ICT Strategy detailing responsibilities, deliverables and timescales.

	Problem Addressed
ICT implementation

	Example(s) of current Policy Product of this type:
(UK)  http://www.cabinetoffice.gov.uk/content/government-ict-strategy-strategic-implementation-plan


	Notes
See TGF Pattern 8 Roadmap for Transformation



	Policy Product Type – SUPPLIER MANAGEMENT GUIDELINES


	Description
Transformational Government requires effective, partnership-based relationships with suppliers.  Supplier Management guidelines set out a formalised and robust way of managing, monitoring and developing supplier performance.  They focus on the overall relationship with the supplier rather than the specific relationship around an individual contract.  

	Problem Addressed
Supplier management

	Example(s) of current Policy Product of this type:
(UK)  http://www.ogc.gov.uk/documents/StrategicSupplierManagementOverview.pdf

	Notes
See TGF Pattern 19 Supplier Partnership



Cell 5.4 “Technical Management/Semantic” 
	Policy Product Type – DATA LOCATOR


	Description
The definition of how definitive reference data can be located and reused.

	Problem Addressed
Data management

	Example(s) of current Policy Product of this type:
(UK)  http://www.cabinetoffice.gov.uk/resource-library/designing-uri-sets-uk-public-sector


	Notes
See TGF Pattern 16 Technology Development and Management



	Policy Product Type - PHYSICAL DATA MODEL


	Description
The representation of the data design of the TGF system or service which takes into account the facilities and constraints of the technical solution used.

	Problem Addressed
Data management

	Example(s) of current Policy Product of this type:
(USA) Consolidated Reference Model - http://www.whitehouse.gov/omb/e-gov/fea
(Zachman)  www.zachman.com


	Notes
See TGF Pattern 16 Technology Development and Management



Cell 5.5 “Technical Management/Technical” 
	Policy Product Type – APPLICATIONS ARCHITECTURE


	Description
An architecture sets out how a suite of applications are being used by an organization to create a composite application that is scalable, reliable, available and manageable.  It is specified on the basis of business requirements.

	Problem Addressed
IT management

	Example(s) of current Policy Product of this type:
(Zachman)  www.zachman.com


	Notes
See TGF Pattern 16 Technology Development and Management



	Policy Product Type – INTEROPERABILITY FRAMEWORK


	Description
A framework for the establishment of interoperable public services. It notes and takes into account that legal compatibility, semantic interoperability, technical aspects of information systems, organisational cooperation and a favourable political climate are all necessary to make interoperable public services a reality.


	Problem Addressed
Interoperability 

	Example(s) of current Policy Product of this type:
(EU) European Commission, EIF v2 - http://ec.europa.eu/isa/policy/policy3_en.htm
(Hong Kong)  www.ogcio.gov.hk/eng/infra/eif.htm 
(New Zealand) www.ict.govt.nz/guidance-and-resources/standards-compliance/e-gif


	Notes
See TGF Pattern 16 Technology Development and Management



	Policy Product Type – NETWORK ARCHITECTURE


	Description
An architecture showing the design of the communications network.  It is a framework for the specification of a network's physical components and their functional organization and configuration, its operational principles and procedures, as well as data formats used in its operation.

	Problem Addressed
Network management

	Example(s) of current Policy Product of this type:
(Zachman)  www.zachman.com


	Notes
See TGF Pattern 16 Technology Development and Management




	Policy Product Type – SECURITY ARCHITECTURE


	Description
An architecture supporting the development of security for TG services by providing illustrations and guidance on how a security framework and related documents would be applied for particular illustrative on-line business scenarios at various levels of trust with currently available technologies and processes.


	Problem Addressed
Security management

	Example(s) of current Policy Product of this type:
(EU) European Commission, EIF v2 para 3.2.2 - http://ec.europa.eu/isa/policy/policy3_en.htm
(UK) http://interim.cabinetoffice.gov.uk/govtalk/archive/policy_documents_2_of_2/security/security_framework/security_architecture_e-government_strategy_v20.aspx


	Notes
See TGF Pattern 16 Technology Development and Management




	Policy Product Type – SERVICE-ORIENTED ARCHITECTURE


	Description
A set of principles and methodologies for designing and developing software in the form of interoperable services.

	Problem Addressed
Software development

	Example(s) of current Policy Product of this type:
(EU) European Commission, EIF v2 para 3.2 - http://ec.europa.eu/isa/policy/policy3_en.htm
(OASIS)  SOA Reference Model - www.oasis-open.org/committees/tc_home.php?wg_abbrev=soa-rm


	Notes
See TGF Pattern 16 Technology Development and Management
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