Government |

26

¥y

While commercial
venturestighten
thereinsontheir
web spending,
the Government
Is steaming ahead
withplanstoput
itsservicesonthe
internet. Lexie
Goddard looks at
the opportunities
thisgivestodigital
service providers
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The Government—twowords that.
new businesshitlistofeveryreces
digitalagency, contentor
applicationproviderin 2002.

Banishanyimagesyoumight
have of dusty offices drowning
inpaperwork. Atatime when
commercialclientsare slashing
digitalbudgets, the LabourParty s
conductingaloveaffairwiththein

Armedwithabudgetof£1hillion
workingflatouttoput520ofits ser
by 2005. Thiscovers everything fro
forapassportandrenewinga TV lic
inthe springlocal elections. Add tc
Government'skeennesstodabble’
digital media suchasinteractive T'
itisclearlyaclientwell worthcour

PeterFoster, authorofareporter
‘The UKPublic Sector: Opportunitir
Services’, published by researchgi
OvumHolway, paintsa positive pic
of the opportunities the Governme
presentsto private internetoutfits

“TonyBlairhas putaheavy
emphasisongetting government
servicesonlineby2005,” he explains. “Whether
these commitments will be metis notthe focal
issuehere. The pointisthatbothlocaland
centralgovernmentwillbe placingIT
expenditure highontheiragenda.

“Companies servicing thismarketcanrest
assuredthatthe fundingwill continue oreven
increaseasacounteragainstmore general
economic downturn. Spendingis firmlyagreedin
advance. Allthismakes the public sectorone of
the safestbusinesshavens.”

According to Ovum Holway, the public sector
ITservicesmarket—whichincorporates T giants
suchasIBMand internetconsultancy minnows—
isgrowingat2.5timestherate of therestof
the UKmarket. If thismarketisworth£3,395
million, the lion's share(£1,545million)is being
spentoncentral government, followed
by local government (£565million), with the
remainder carved up between defence, criminal
justice, educationandhealth. Giventhese
figures, Ovum Holway isadamantthat
businessesignore the public sectorattheir peril.

KenD'Rosario, apublic sector T expertat
consultancy AeBS, disputes the idea thatthe
Governmenthas suddenly stumbled acrossthe

Progress of the
Government's
e-prOJect
Labourhasidentified 520
serviceswhichitplansto
take online by 2005. The
initiative wasannounced
on30March2000.
According tofigures
released inautumn 2001
by the division of e-envoy

Andrew Pinder, 256 of these
services are now e-enabled

(51 percent), 386 willbe
e-enabled by 2002 (74 per

cent)and513(99 percent)

will be online by 2005.
Some of the services

already onlineinclude

applying forapassport,

bookingadriving theory test,

buyinga TV licence
andself-taxassessment.

Some services will never

goonlineduetotheir
sensitive nature, suchas

those dealingwithasylum

seekersorEU legislation.

The nextprogressfigures

willberevealedinthe
e-envoy'snextquarterly
report, which will be

published nextmonth.
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sacommunicationtool.
samisconception,” he

1s. “The Government has
ysbeenleading-edge
1itcomestotheinternet,
hasbecomemore
Jlenowbecauseitis
igonthe medium, while
I'sectorhastakenits
toffthegas.”

. D'Rosario, whohas
2arsin Government|T,
rithtwo Chancellors of the
wsonand Lord Lamont—
ereare opportunities for
jtionprovidersthatcan
hitsongoingplantoturn
-end office experience into
ont-endformat. But
*klesuchagargantuan,
nt?

ingwheretolook for
:uropeanUnionlaw,
valuemustbe advertised,
dinthe Official Journal

] unity(OJEC). The same
informationisavailableonawebsitecalled
Tenders (www.tenders.co.uk), whichis owned by
electronicpublisher Context. For£600ayearor
f75amonth, userscansearchthe online
database. Butthechancesarethatifyouhear
aboutatenderthrough OJEC or Tenders, you will
betoolatetoinfluence the contents of the briefor
the outcome.

Otherways of getting involved pre-0JEC
include gettingonagovernmentdepartment’s
listof potential suppliersbefore the tenderis
drawn, cosyinguptobigIT supplierssuchas
IBMwhich haveregularcontactwithministers
orsimplyby pitchingideastotherelevant
departmentheadsinadvance.

JoeNemelka, afounderof US company
e-Government Solutions, hasopenedanofficein
the UK to take advantage of this public sector
bonanza.He has 27 staff designing, developing,
financinganddeliveringinternet systems forthe
Government, and expects todouble his staffin
the nextfewyears. Recentprojects undertaken
by e-Government Solutionsinclude a portal for
the furthereducation sectorcalled FEQnline.

Nemelkaacknowledges thattherecanbe
frustrationsfor private companies thatdeal with




Revolution 20 February 2002

- -
\‘J | J | J
the public sector. Tenderapplications can take alongtime to
complete,anditcould be uptotwoyears before theapplicant
hearswhethertheyhave beensuccessful.

“Tendersaremuchmore stringentand regulated when tax-
payers moneyisinvolved,” he explains. “Butonce you've
proved yourselfwith one department, other Government units will
askthemforreferences, andif theyaregood, you'rein.

“The publicsectorisagreatplace togenerate business—
especiallyinadownturn—as the Governmentwill continue to
spend. Also, size doesn'tmatter. Smallfirms can easily outbid
bigger, better-known ones. Price is the mostimportantfactor. The
clientisn'twondering who cantake themto the bestfootball
gamesorgive themthe biggestbottle of wine, whichmakesita
more level playing field thanthe commercial sector.”

Proferohas seenitsworkload fromthe Central Office of
Information(COl)increase overthe past 12 months.Starting

The Department for Work and Pensions pilots digital iTV

Theimageofinteractive TV may
have takenabatteringlately,
butifpilots suchastheone
planned by the Department for
Workand Pensions (DWP)
prove successful, the medium
couldfindanunlikely saviourin
the Government.

Thisspring, apilotiTV project
called The Pension Service
willaironntl, Telewestand
Energis Interactive'srecently
launched Brightblue channel.
Thethree channelscombined

The Governmentis
notimpressed by
gimmicksinapitch.

[tstenderdocuments  haveapotentialaudienceof7.5
areveryspecificandthe million.
structure must Viewerswillbeableto

requestbrochuresand leaflets
throughtheirTVandlocate
theirlocal pensionsoffice.
“About25percentofhomes
inBritainhave accesstoaPC
andtheinternet, but95percent
of UKhomeshaveTVs,” saysa
DWPspokesman. “With
analogue scheduledtobe
switched off between2006 and
2010, wedecideditis
timetotestthemediumasan
additional service tomore
traditional ways of accessing
information on pensions.”

befollowedclosely

Paula Barker
DNA
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withacampaignforthe police, itnowcovers fourdivisions—
the Department for Education and Skills, the Army, the police and
the Home Office’s Child Protection on the Internet task force. But
theagency hadtofighthardtogainaplace onthe COl'smedia
agency roster. Evennow itsharesthe privilege with dozens of
otherplayersandhasnoguarantee of regularwork.

Eamonn Store, clientservicesdirectorand mediadirectorat
Profero, saysgettingaplace onthe rosterwasalongand drawn-
outprocess. Butheappreciatesthe COl'sno-nonsense approach.

“Oneofthe maindifferences between the COland acommercial
clientisthatwhenyouareinameeting withthem, the biggest
egosintheroombelongtotheagencies,” says Store. “Youare
judgedpurelyonthe lastpiece of workyouhave done. Ifitwas
good, you'llgetmore business, anda few agencies have already

dropped offtheroster. Thegoodthingis thatany agencycan have
ashotat Governmentwork, althoughyou doneed two > month’s

The Pension Service

Part of the Department for Work and Pensions

® News Planning your pension? Already retired?

@® About us Mow there's a simpler, easierway for you to get information
Government has setup a new senice - The Pension Service
® Contact us Department for Work and Pensions

We are here to deliver a quality service to you, whether you a
planning for your retirement, no matter how far off it might be

Find out more About us, What is chanaing and How it affects

Home | Termsofuse | The Department for Work and Pensions site

Pension service: being piloted on ntl, Telewest and Brightblue

The DWPadvertised
thetenderinthe nationaland
specialistpress, includingthe
jobsectionof The Guardian's
media supplement. Ofthe 50
agenciesthatpitchedforthe
work, digital communications
agency DNAwonthe contract.

“The Governmentis not
impressed by gimmicksin

apitch,” says DNAmarketing
manager PaulaBarker. “Its
tenderdocumentsare very
specificandthe structure must
be followedclosely. Italso
checkstheviability of potential
commercial partnersvery
thoroughly by lookingatcom-
panyaccounts, soyouneedto
beaboveboardineveryway.”
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The 1901 Census web site got more Users than expected

Theseresults show

the importance of
load-testinginsite
management. Ifthis
wasane-commerce
site, the company would
beintrouble

OliverCarron
Keynote Systems

Amazonmay have celebrated
nettingmore thanonemillion
unique usersaweekintherun-
uptoChristmas, butthis was
practicallyanhourlyfigure for
the Public Records Office's site.
The numberof visitors
accessingthe 1901 Census web
site (www.census.pro.gov.uk),
may have beenmeasuredin

meaninglessterms suchas hits,

butitstill putsthose of eventhe
mostsuccessful commercial
siteinthe shade.
QinetiQ, the science and
technology unitbornoutof
the Government'sdefence
researchand development
organisation DERA, builtthe
systemtocope withonemillion
visitorsaday, with a peak of
1.2millionin24 hours.
Thisfigure wasreached,

[

1

Census site: received 20 times

Between 10pmand 11pm,

accordingtothemessagewhich as many hits as it was designed usershadtowaitanaverage

nowgreetsthosetrying
toaccessthesite, aftercareful
benchmarked marketresearch
of similargenealogical sites.

Butafteritwentliveon?2
Januarythisyear, atleast20
times thisnumber bombarded
thesite, keentotracetheir
ancestry. The systemsimply
couldn’tcope.

to cope with and temporarily
had to be taken offline

Accordingtointernet
performance tracking firm
Keynote Systems, atabout8am
on3January, the average
downloadtimewas 18.78
seconds. The site was not
available from 5pmto 10pm.

of35.2 seconds. By 9am
on4January, the site took
101.06 seconds toload, and
came offline laterthatday.
Nowthe site’s search
facilitiesare onlyavailable
forvisitorstopublicrecords
offices. QinetiQisincreasing
the ISPbandwidthandaiming
toimprove the handling of

traffic .Butitadmitsthatthe
site stillcan'tcope withthe
original levels of demand.

Olivier Carron, vice-president
EMEA atKeynote Systems,
says: “Theseresults showthe
importance of load-testingand
performance measurement
insitemanagement. If this
wasane-commercesite, the
companywouldbeingreat
trouble.”

auditedaccounts. Theydon'thave any favourites. The COlisoneof internet. Dotcoms thathave compatible business propositions,
the mostactive and demandingclients lhave everhad,” he adds.
“Anyone wha thinks that the Civil Service stillmoves atasnail's
paceismistaken. Wetreatitjustlikeacommercialclientand it
behaves like the most professional one.”

Mark Cullen, clientservicesdirectorof D'Arcy Interactive
Services, agreesthatthere are similarities betweendealing with
governmentmarketing staffand those atacommercial giant.

“Threeyearsago, whenlwasconsulting, the public sector had
alongwaytogoonthebasicssuchasservice-levelagreements,”
recalls Cullen, whorecentlyhandledthe launchofawebsitetoaid tokeeptracksontheirconstituents, wasvery positive. “Eighty-
social workrecruitment forthe Department of Health.

“Theyusedtojustsay thattheyneeded a web site, without

thinking outthe details.Costwasnobigissue. ltwas justassumed

thatthe Governmenthada potof moneyto spend. Butthe
DepartmentofHealth haschangedradically. [tnowasks detailed
questionsaboutresponse ratesand how we intend to target
certainaudiences. Anditisverycost-conscious. ltwantstoseea

paybackandisveryfocusedondelivery.” He adds that the pitch for

the social work business was pretty aggressive, butthatatleast

theagency knew whereitstood.

Itisnotjustdigitalagencies,contentorapplication providers
who stand to benefit from the Government’'scommitmentto the

suchasihavemoved.com, are alsobeing welcomed with open
armsbyapublic sector shortoftime and money.

Ihavemoved.comisafree online and offline service thatallows
customerstoinformcompanies fromBritish Gasto Laura Ashley
aboutachange ofaddress. More thantwoyearsago, founder
FrancescoBenincasaapproachedthe public sectorafterthe site's
customers startedasking forbodies suchaslocal councilsand the
TVLicensingoffice tobe addedto the system.

Theresponse fromlocal authorities, which are continually trying

The Governmenthas
always been leading-
edgewhenitcomes
tothe internet, but
itismorenoticeable
now becauseitis
still spending

KenD'Rosario
AeBS
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North \Wales Police Force needs different levels of access

=

The North Wales Police force
wantedtoconnectitsnetworks
tothe nationwide police intra-
netPNNZ lastyear, keeping
theconfidential information
onthe systemsecure.
[tappointedinternetsecurity
specialist Convergent, which
had conducted some security
auditworkfortheforce, to
gauge the security needs that
wouldallowaccesstothe
network, physicallyinstal
theinfrastructureandcreate
security policiesforavariety
of internal departments.
Accesstosensitive materials

The Governmentneeds
toaddressthe factthat
ifitwantstoencourage
SMEs, itneeds tobreak
upthecartel of big

playersthatare bidding

forpublic sectorwork users, while ensuring that

illegalactivity couldstill be
tracked by therelevantofficers.
Convergenthadtoconsider
thelTrequirements ofarange
of staff, frompolicemento
administrators. As partof the
project, whichcostbetween
£50,000and£150,000,
the consultancyhadto
ensure thathackerscould
notaccessconfidential data
onthesystem.
Convergentisnowadvising
the North Wales Police force
howitcandeliver information

Kevin Dowd
Convergent

five percentoflocal authority datacontainsachange
ofaddresscomponent,” explains Benincasa. “So they were
veryopentous.”

Ihavemoved.com has now worked with both central and
local Government, including Companies House, HM Customs and
Excise, the Driver & Vehicle Licensing Agency, the Department for
the Environment, Food and Rural Affairsand
theInland Revenue.

“Ifyouhave aservice thatisneeded by the Government, there
areopportunities forproviders,” says Benincasa. “Thereisa
revolutiongoingoninlocal governmentconcerning how to
interactwithcitizens. Itis talkingaboutonline votingand being
abletopaycouncil taxorregisterforcar parkingonline. This will
drasticallyimprove the quality of the relationship betweenthe
Governmentandcitizens.

“Butcommercial operations have tocommittoitbecause
it'sadifferentway of doingbusiness. We setupa Government
affairsteam, whonowtalktoeveryone fromlocal government
departmentsto the e-envoy Andrew Pinder.”

Inktomi, which provides searchengines for AOLand MSN,
latched ontoamajor T service providertogainaccessto
governmentdepartments. Itteamed up with Compag, Dell
andHewlett-Packard and approachedthe public sectorfroma

neededtoberestrictedformost

Police forces need web services with different levels of access

pan-Europeanviewpoint, usingits officesin France, Germany,
[taly, Spainand the Benelux countries tocapture EU projects.

Inktomi's 40 governmentclients now include UK Government
Online, the MetropolitanPolice Service, NHS Information
Authorityand Warwickshire Country Council. These amount to
one-quarter of Inktomi’s workload.

“CompagandHewlett-Packard have beentalkingtothe
Governmentfordecadesandcanhelpintroduce us,” explains
Inktomimarketingmanager Christy Moorhead. “We usedtosell to
clientsdirect, and still use the same marketing techniques of
educatingclientsabout the benefits of searchengines.

“Butnow Hewlett-Packard learns about the deal firstand
thenbringsusin. We don'twanttowaste the Government's
time by callingand settingup meetings because they really
justwantonecentral supplier.”

Sowillthecommercial internetindustry’s love affairwiththe
Governmentendin2005? AeBS' D'Rosariotalks aboutaBritain
notonlywith UK Online centresinevery majorcity—asisbeing
planned—butwithinteractive kiosksineveryvillageinthe land.

Inktomi's Moorhead, meanwhile, believes thatonce the last
external service hasgone online, the Governmentwillneed to
tackle internal systems, suchas taking stafftraining online. This
lookslikebeingaseriousromance.

thatisavailable onPNN2to
themabile phones of bobbies
onthebeat.

“Thewhole pointistotake
officersoutof the stationand
away from paperworkand onto
the streetsusing technology,”
explains Convergentchief
executive officerKevin Dowd.

KeithWilliams, IT
developmentmanagerat
NorthWalesPolice, adds:
“Theimplementation of new
technologyiscritical topolicing
inthe21stcentury.”

Dowd, whose companyalso
works forthe NHS, points out
thattherearedifferencesin
dealingwiththe publicand
private sectors. The approach,
hebelieves, isno-nonsense,

~ andbriefsareverywelldefined.

Butheisdisheartenedbythe
difficulty thatsmall-to
medium-sizedcompaniesinhis
sectorhaveinsqueezing
onpitchlists.

“The Governmentneeds to
addressthe factthatifitwants
toencourage small-tomedium-
sizedbusinesses, itneedsto
break upthecartel of big
playersthatare bidding for
public sectorwork.”
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