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Abstract 

Can availing the public services be as easy as ordering on Amazon? Every citizen, in 

their day to day life, needs to use services, like transportation, roads, water & sewerage, 

communication, power, education, health, both in the public and private sectors. In the 

private sector, in the recent times, the adoption of platforms such as Amazon, Facebook, 

Uber, Airbnb, Netflix, in a host of online services has revolutionised the way we live, 

work and play. Citizens compare the quality of services delivered by the private sector 

to that of the governments’ and expect the same degree of choice, convenience, 

flexibility, and personalisation.  However, till recently, in public services, the adoption 

of modern-day technology was done more to the existing organisational structures, 

manuals, and processes rather than rethinking, redesigning and optimising the 

governments’ operations and services, leaving the users with less than optimal 

satisfaction level.  

How the governments can tailor the platform thinking to better their public 

service delivery, keeping citizens at the centre of their functioning, is the core of 

our thesis.  

The thesis has six chapters. Firstly, we discuss the problem statement and research 

question. Secondly, we review the extant literature on the subject to establish the 

conceptual framework. Thirdly, we identify the research gaps in the extant literature 

and the need for the proposed study. In the fourth chapter, the platform initiatives of 

the UK, Estonia, and India are described in their contextual framework. The 

methodology is qualitative comparative analysis to have a structured, focused 

comparison. In the fifth chapter, the cases are discussed and analysed. In the last chapter, 

we answer our research question, draw commonalities, and propose recommendations, 

deriving insights from the case studies.     

The purpose of the thesis is to contribute to the scientific literature on the emerging role 

of the Government as a Platform on public service delivery and provide a resource for 

the governments to take right steps in this direction. 

Keywords: Government as a Platform, GaaP, Public Service Delivery, Digital 

Government, Platform 
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1. Introduction and Problem Statement 

Can availing the public services be as easy as ordering on Amazon? Every citizen, in 

their day to day life, needs to use services, like transportation, roads, water & sewerage, 

communication, power, education, health, both in the public and private sectors. We 

experience the agility, flexibility and boldness with which the private sector is 

digitalising its service delivery to give ease, access, comfort, quantity and quality in 

serving its consumers.  Today, we can shop groceries, clothes, electronics, book holiday 

tickets & accommodations, transfer money and do much more online anywhere, 

anytime, and on any device.  At the heart of these transformations are platforms. 

Platforms are handling everything between hardware, networks, access points, and 

applications.  

 

In the private sector, the adoption of platforms such as Amazon, Facebook, Uber, 

Airbnb, Netflix, in a host of online services has revolutionised the way we live, work 

and play. Citizens compare the quality of services delivered by the private sector to that 

of the governments’ and expect the same degree of choice, convenience, flexibility and 

personalisation.   

 

Adapting to this technological world, the governments too, are changing the way they 

interact with citizens and are investing a lot in digital infrastructure. However, till 

recently, in public services, the adoption of modern-day technology was done more to 

the existing organisational structures, manuals, and processes rather than rethinking, 

redesigning and optimising the governments’ operations and services, leaving the users 

with less than optimal satisfaction level. The complete users’ experience is not as 

seamless and effortless as they experience with the private sector because the 

incremental changes of doing things online, in bits and pieces, are built on the existing 

systems. Multiple government levels, departments and organisations work in their silos 

with their unique information technology solutions which, most of the time, do not 

speak to each other.  

 

Problem Statement- How to better deliver the public services to the citizens is the 

fundamental challenge before the governments. Urban challenges of providing public 

services of affordable housing, quick and efficient transportation, uninterrupted power 

supply, clean and potable drinking water, and quality living environment to the ever-

burgeoning populations are quite enormous for every government. It requires the 

politicians, government officials, the business community, the non-profit sector, and 

citizens to rethink, redesign and produce together the solutions which are better than 

before, citizen-centric, innovative, flexible and sustainable. How to design the services 

around citizen needs rather than government departments and organisations is the 

gigantic problem before the governments in today’s digital era. 
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1.1 Research Question  

Can Government as A Platform (GaaP) be a new model of public service delivery? 

If yes, how can it be implemented? 

 

Citizens, while interacting with the governments, do not want to care about the 

structures and processes of the government, which department or agency is doing what 

and how. They are interested in getting the service easily, timely and as per their needs.  

Today, to get a single service, e.g. to start a business, the user needs to visit four or five 

different websites, navigate through their processes, fill in the required information, 

may repeatedly be, on these sites separately and then only he can progress ahead.  

 

Can the platform be a new model for giving a complete service experience to citizens 

around their needs? Can it break the silos and connect the walled kingdoms of the 

individual departments? How can the multiple arms and heads of the government be 

brought on one platform for it to give the citizens holistic user experience? Is it a 

technology issue or governance design issue? In designing service delivery channels to 

provide information, transactions in a “one-stop-shop” approach, can the platform 

model, as applied in the private sector, be applied by the governments? Does it require 

the governments to redesign the services from a user perspective and not from the 

governments’ own structures and systems? 

 

The governments around the world, conscious of these concerns, are working and 

attempting to fix them in their different ways. Studying and analysing the platform 

initiatives of the UK, Estonia, and India, we would attempt figuring out the 

commonalities between different platform approaches and propose recommendations 

for its implementation by other governments. 

1.2 Research Methodology 

In our thesis, we adopt a two-stage strategy to seek an answer to our research question. 

First, we synthesise and consolidate from the books, journal articles, websites and 

relevant government technology papers on platforms, Government as a Platform, public 

service delivery, the key conceptual ideas about platforms and public service delivery. 

It is a concept-centric review of the literature, blending ‘what,’ ‘why’ and ‘how’ of 

platforms and public service delivery to develop a theoretical framework for 

Government as a Platform.  

 

To answer our research question, we employ a comparative case study approach. The 

case study method has the advantage of explaining “what”, “how” and “why” questions. 

We build up the case studies to develop a systematic dialogue between our research 

idea and evidence of the selected cases and see if these can provide any insights.  
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Figure 1: Research Methodology 

We select the United Kingdom, Estonia and India as our case studies as these are 

pioneers in the platform approach, as gathered from the literature. We describe the ways 

these countries have interpreted and adopted the platform model.  By analysing their 

methods, we derive an answer to our research question. Evidence for this account 

comes from secondary data obtained from government websites and documentation, 

research articles and grey literature (websites, blogs, industry-newspapers, magazines, 

policy documents, media reports, experts’ opinion).  

2. Literature Review 

The literature review is a search and evaluation of the chosen topic to have in-depth 

grasp of the subject and understand where our research fits into existing body of 

knowledge. It is a combination of survey of the literature, synthesis of information, 

critical analysis to identify gaps in current knowledge and formulate areas of future 

research. In our literature review, we, using the EPFL digital library, Google Scholar 

and Google, selected the articles/blogs of last ten years which included the word 

platform, Government as a Platform, public service delivery in their title, abstract or 

keywords. The yielded contents were briefly read. Those, not having ‘platform’ or 

‘public services’ as their central theme, were rejected. The books like ‘Platform 

Revolution’, ‘Digital Transformation at Scale: Why the Strategy Is Delivery’, and 

‘Digitizing Government’ through kindle search were found quite relevant & useful and 

were relied on to comprehend the idea of the platform and delivery. Websites such as 

‘platform land’ were helpful in the conceptual understanding of the platform model and 

its application across the world.  

2.1 What is Platform 

These days, the words like ‘platform thinking’, platform business model’, ‘platform 

economy’ are the part of routine discussions in the technology and business world. 

Quite logically, the first question that pops up in mind is what is meant by platform? 

What has it got to do with the information technology? Etymologically, as per the 

Oxford English Dictionary, the word ‘platform’ is used since the 16th century to refer 

to a raised level surface on which people or things can stand, and as a metaphor. 
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However, in the early 90s, this term was used to depict innovation and the product 

platform, but it still had no connection with online activities. In 2008, the professor 

Annabelle Gawer held the first International Conference on the Platforms in London 

(“Platform economy,” 2019). 

 

Gawer & Cusumano (2014)  put forward three types of platforms: 

Internal/product platforms: these are the set of subsystems and interfaces, internal to 

the organisation, that form a shared structure from which a company can proficiently 

make a family of products, such as automobiles or consumer electronics devices. 

Robertson and Ulrich (1998), in the broader definition, proposed platforms as the group 

of assets (i.e., parts, processes, knowledge, people, and associations) that a set of 

products share. Sawhney (1998) recommended that managers should move from 

“portfolio thinking” to “platform thinking,” which means understanding the common 

components that tie the firm’s products, markets, and processes together, and then use 

these commonalities to create leveraged growth and diversity. The numerous potential 

benefits of internal platforms could be- savings in fixed costs; productivity increase 

through the reuse of common parts, the ability to produce many derived products with 

few resources; and flexibility in product feature design.  

 

Supply Chain Platforms: these duplicate the benefits of internal platforms amongst 

different organisations within a supply chain. The objective of supply chain platforms 

is also to improve efficiency and reduce cost by the efficient reuse of modular 

components. Key potential benefits are that a firm having access to a platform supply 

chain can take advantage of external capabilities to find more innovative or less 

expensive components and technologies. Assembly industries, like consumer 

electronics, computers, and automobiles, are a few examples of supply chain platforms. 

 

External/Industry platforms: here, one or many firms create products, services or 

technologies which then becomes a base on which other firms can make complementary 

products, services or technologies and potentially generate network effects. It has a 

similarity to internal platforms that it provides a foundation of reusable common parts 

or technologies, but the difference is that this foundation is “open” to outside firms. The 

examples of Industry platforms are the Microsoft Windows Operating Systems (OS), 

Intel and ARM microprocessors, Apple’s iPod, iPhone, and iPad designs and their iOS 

operating system, Apple’s iTunes and AppStore, Google’s search engine, Android 

operating system for smartphones and internet itself. 

 

Brown, Fishenden, & Thompson (2014) gave the fourth form of a platform. 

Open Platform: the open platform has a standard definition, which is freely available, 

of service outcomes, processes or technology. It inspires several users to come together 

on utility consumption of services based on the standard definitions. It further motivates 

suppliers to innovate around these products and services. 
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In the digital world, the word ‘platform’ denotes a collection of technologies that are 

used as a base to develop applications, processes or technologies. It may be a hardware 

or a software or an operating system or a web browser with associated Application 

Programming Interfaces (“Computing platform,” 2019). 

 

The platform needs to be distinguished from architecture, infrastructure and services. 

Architecture is the conceptual and logical structure (i.e. blueprint) of a functional 

system. Infrastructure is the actual operationalisation of a functioning architecture 

(Tiwana, Konsynski, & A. Bush, 2010). (Kazan, Tan & Lim, 2014) describes the 

platform as proprietary or open modular layers that support efficient development of 

innovative services, rooted in a business or social context.  

We see in the figure that the platform consists of different layers. The device layer is 

physical programmable IT artefacts that store, process, and executes digitally 

programmed data and instructions. The system layer is a software system that 

implements applications and exercises control over a physical IT artefact (e.g., mobile 

phone). The network layer is a digital or physical channel to facilitate and transport data 

among nodes. The service layer stands for software applications that are responsible for 

generating, storing and publishing content layer of audio, visual, textual and graphical 

data (Kazan, Tan & Lim, 2014). Thus, the platform provides common, core 

infrastructure of shared digital systems, technology and processes on which it is easy 

to build user-centric services/applications.  

2.2 Economics of the Platforms 

Platform expert, David S. Evans wrote that, in 2015, three of the top five companies in 

the world and seven of the ten top start-up companies used the platform business model.  

In the year 2000, only handful of the companies used platforms, whereas in 2016 there 

were more than 170 platform companies valued at US$ one billion or more (“Platform 

economy,” 2019). In the business world, a platform is a business model which uses the 

internet as infrastructure to supply products and services to the customers. Through 

Figure 2: Platform Evolution and Platform layers (Source: Kazan, Tan & Lim, 2014) 
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some shared standards, it brings together demand and supply and, in turn, inspires 

creativity for its customers. (“Platform is a Business Model. Not a Tech Stack.,” 2015). 

A platform in business enables value-creating interactions between external producers 

and consumers. It provides an open, participative infrastructure for these interactions 

and sets governance conditions for them. The platform’s ultimate purpose is to 

effectuate matches among users and facilitate the exchange of goods, services, or social 

currency, thereby enabling value creation for all participants. Empowered by digital 

technology that removes the barriers of time and space, the platforms are producing 

amazing results using smart, sophisticated software tools that connect producers and 

consumers more precisely, speedily, and efficiently than ever before. (Parker, Alstyne, 

& Choudary, 2016). 

 

The platforms facilitate innovation, investment and growth while serving our needs. 

Competitiveness in the market ensures the efficiency of the delivery of private services. 

The table gives the incomplete list of some notable platform activities across different 

sectors conveying the growing scope and importance of platform companies (Parker et 

al., 2016) 

 

Industry Examples Industry Examples 

Agriculture John Deere, Intuit Fasal Gaming Xbox, Nintendo, PlayStation 

Communication 

& networking 

LinkedIn, Facebook, Twitter, 

Tinder, Instagram, Snapchat, 

WeChat 

Labour & 

Professional 

Services 

Upwork, Fiverr, 99designs, 

Sittercity, LegalZoom 

Transportation Uber, Waze, Blabla car, Grab 

taxi, Ola cab 

Travel Airbnb, Tripadviser 

Consumer 

Goods 

Philips, McCormick, foods, 

FlavorPrint, 

Local 

Services 

Yelp, Foursquare, Groupon, 

Angie’s List 

Education Udemy, Coursera, Skillshare, 

Duolingo, edX 

Operating 

Systems 

iOS, Android, MacOS, 

Microsoft Windows 

Energy & heavy 

Industry 

Nest, Tesla, General Electric, 

Powerwall, EnerNOC 

Media Medium, Viki, YouTube, 

Wikipedia, Huffington Post, 

Kindle Publishing 

Health care Cohealo, SimplyInsured, Kaiser 

Permanente 

Retail Amazon, Alibaba, Walgreens, 

Burberry, Shopkick 

 

 

Table 1: Examples of platform companies (Source: Platform Revolution) 

 

The platform business provides perfect matches among users and suppliers, facilitates 

the exchange of goods and services, thereby creating value for all its participants, using 

resources they do not own or control. With the coming of 5G and Internet of Things, a 

new layer of connectivity will be added, linking people and devices to one another in 

new value-creating ways. It will further enhance the power of the platforms in 

transforming our world in unpredictable ways. (Parker et al., 2016) 

 

With private sector advancing and transforming so much in its scale of operations, 

organisational structure, use of technology, building capacities, influencing people like 
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never before, governments cannot afford to be immune to such transitions, in its service 

delivery. 

2.3 Public Service delivery 

Human civilisation has evolved from the Governments’ principal function from a ruling, 

controlling establishment to a more service-based entity. Increasingly, public service 

delivery has been recognised as a fundamental function of the modern governments, at 

local, regional and federal levels. Public services are regarded as one of the mechanisms 

with the governments for the implementation of developmental goals and objectives, 

and a pivot for the growth of the economies. It creates a suitable environment for all 

sectors of the economy to perform optimally. It is this catalytic role of the public 

services that drive the governments to try to find continuously the better ways to deliver 

their services (Frost & Sulivan, 2012). 

2.4 Public Service 

There are different measures for categorising public services. The World Bank 

classifies a government’s roles into five groups: policy environment, investment in 

social service and infrastructure, legal foundation, protection of underprivileged groups, 

and protection of environments.  United Nation’s Classification of the Functions of 

Government divides the government’s functions into ten categories: defence, public 

order and safety, general public services,  environmental protection, housing and 

community amenities, health, recreation, economic affairs, culture and religion, 

education, and social protection. Both the classifications cover the key domains of 

public services.   

 

Frost & Sullivan categorises the public services into the following groups, each of 

which comprises both protection- and development-oriented public services as shown 

in the table: 

 
Table 2: Categorisation of Public Services (Source: Frost & Sullivan) 

Public 

Services 

Protection-oriented  Development-

oriented 

Public safety Police Service Civil Defence Specialized legal 

service 

Infrastructure Utilities & Roads Postal service Internet & Telecom 

Public transport Public land transport Taxi service Inter-city transport 

Power Power availability Universal access to power 24X7 uninterrupted 

power supply 

Education Compulsory education Vocational Education Tertiary Education 

Health care Basic health care Occupational healthcare Specialised health care 

Environmental 

Protection 

Waste & wastewater 

treatment 

Air pollution prevention & 

Treatment 

Maintenance of public 

spaces 

Culture, Sports & 

Entertainment 

Culture & Public Sports Culture Protection & 

Innovation 

Culture & Sports 

Industries 
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2.5 Evolution of Public Service Delivery 

Governments and governance, the world over, are undertaking a paradigm shift in their 

traditional roles and structures of firm control and process orientation to result 

orientation, flexibility, facilitation and a citizen-centric approach. (Stoker, 2006) offers 

three co-existing typologies of the public sector: Traditional Public Administration 

(TPA), New Public Management (NPM), and Public Value Management (PVM).  

 

Traditional Public Administration (TPA): it has hierarchical structures and clear 

demarcations of authority between elected officials and public servants. The public is 

a passive observer, indirectly participating in the governance via electoral mechanisms 

of representational democracy. In traditional service delivery models, the citizens 

needed to visit various service departments of the government at diverse geographical 

locations and wait in long queues for a long time to access a public service (Paul & 

Paul, 2015). The public sector is the monopolistic service provider with a set of rules, 

determined by the government, providing little to no autonomy to the public managers 

to consider the specificities of the recipients.  

 

New Public Management (NPM): under the NPM era, reforms aim to instil more of 

business culture in the workings of the state. In terms of service delivery, the citizens 

are regarded as a customer and the market principles, like responsiveness, efficiency 

and convenience with focus on performance rather than process, are important (Roy, 

2017). The use of business principles and practices to the public sector is one of the 

vital features of this era. The active, direct, and essential role of public sector dominance 

has been progressively substituted by passive, indirect, catalytic, and facilitating role, 

not only in high-income countries but also in middle and low-income countries (Frost 

& Sulivan, 2012).  

 

Governments inform the citizens, through citizen charters, about the level, quality and 

time frame of the public services. The USA’s Government Performance and Results 

Act, UK’s Citizens’ Charter, Australia’s Public Service Act, Japan’s Public Service 

Reform Act are few such examples.  

 

Public Value Management (PVM): under PVM, creativity and collaborative 

engagement are the guiding principles for designing service delivery. It is better suited 

to more complexity, collaboration, and consultation both within and outside of 

government.  Creation of public value is measured on four parameters of firstly, quality 

of public services delivered; secondly, the achievement of socially desirable outcomes; 

thirdly, the satisfaction of citizens with the services and results; and fourthly, creation 

or improvement of trust in the government (Stroker, 2016). E.g. the Government of 

Singapore tries to invoke the “co-creation of public value between governments and 

citizens,” illustrating the convergence of Gov 2.0 and public value around both digital 

and participatory reforms (World Economic Forum 2011).   
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Evolution of ICT in public service delivery: it started with the concept of e-

Government wherein the focus was on citizen-centric service provisioning and on 

government itself. IT spending by governments rose rapidly in many countries, and 

there were a growing number of e-government projects across the world. However, it 

was more technological and operational processes oriented, in perspective. In response 

to that, the second wave was transformational government (t-Government). It can be 

defined as the “ICT-enabled and organization-led transformation of government 

operations, internal and external processes and structures to enable the realisation of 

services that meet public-sector objectives such as efficiency, transparency, 

accountability and citizen centricity” (Weerakkody, Janssen, & Dwivedi, 2011, p. 321 

as cited in (Janssen & Estevez, 2013)). It had a focus on business process reengineering 

and redesign. The third wave of lean government (l-government) postulated “a smaller 

government utilising ICT to connect, engage and involve the public in solving societal 

problems resulting in changes in traditional roles. Citizens and business are empowered 

and motivated to take their responsibility in solving societal problems” (Janssen & 

Estevez, 2013).  

2.6 Citizen-centric Public Service Delivery 

Citizen-centred service delivery contemplates citizens’ needs at every stage of the 

service design and delivery process. Citizens’ needs become the core around which the 

public service delivery is planned. In the private sector, the consumer has the choice of 

getting better goods and services by paying more. This funding can be reinvested by 

the service provider to better its offering, but in provisioning of public goods, many 

times, such differentiation is not possible. Limited budgets and rising expectations 

constrain public service. Efficiency Office, Government of Hongkong, has given the 

following key characteristics of the citizen-centric public service delivery 

(public_service_delivery.pdf).  

 

Choice: citizen expect to have a choice of the service provider (e.g. between different 

schools or hospitals, private or public), service type (e.g. different medical treatments 

or educational options) or access (what channel and when). Public services, often, are 

bounded in a rigid structure, single-channel, single operator framework giving very 

little or no flexibility to citizens to manoeuvre it as per their needs and conveniences. 

 

Information: citizens require up-to-date, timely and accurate information about the 

availability of the service, Though technology, internet, social media have opened new 

communication channels between governments and citizens, traditional interaction – 

face-to-face, telephone or writing – continues to be crucial for digitally challenged 

people who are many in numbers, not only in developing world but also in the 

developed world.  Distinct user groups have different needs and preferences in 

accessing service information, so governments need to use a variety of channels to keep 

their citizens informed.  
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Voice: citizens need to engage continuously with the service providers in describing 

user needs and giving feedback about services. They can voice themselves through 

formal consultation, direct feedback (face-to-face or through comment and complaint 

channels) and very recently through social media. It is argued that voice as a tool for 

user-driven service delivery favours the educated middle-classes as they are better 

informed about their rights and options, more articulate and better connected to those 

who matter. Therefore, governments need to create avenues to hear, acknowledge, and 

respond to the voice of every section of society and ensure inclusive service provisions. 

 

Responsiveness: citizens’ needs, demands and feedback need timely and effective 

responses from the service provider. Responsiveness might mean a simple 

acknowledgement. It might mean adjusting or changing services based on feedback. It 

might also mean designing services to suit the user, through choice, personalisation or 

other user-specific approaches. It could be a valuable tool to understand and respond to 

the citizens’ experience of service delivery.  

 

Accessibility: today’s users expect accessibility anywhere, anytime across multiple 

channels. Different users need to access public services in different ways. Accessibility 

means both convenience and equity. They need a one-stop-shop to get information and 

do transactions while interacting with the service provider. The services should be 

accessible equally to a different type of users, whether they are tech-savvy or tech-

challenged, which means that multiple modes and approaches are necessary to reach 

out across all groups. 

 

Delivering citizen-centric public services requires an understanding of the expectations 

as mentioned above of citizens, the tools and skills of engagement and co-creation with 

end-users and bold approaches to design new models of service delivery.  

2.7 Digital service delivery vs E-governance 

Tom Loosemore, co-founder of the UK’s Government Digital Service, has defined 

Digital as “Digital means applying the culture, practices, processes and technologies 

of the internet era to respond to people’s raised expectations.” 

(www.tom.loosemore.com) It is different from Information Technology as the latter is 

the enabler of the digital, whereas the former is a broader term to capitalise the 

opportunities presented by the internet. E-governance is a much broader term than the 

digital service delivery as it encompasses not only digital service delivery but also the 

exchange of information, communication transaction, services from government to 

government, employees, businesses and interaction between the entire government 

framework within its folds (“E-governance,” 2019). Digital transformation entails 

redesign and reengineering at every level — process, technology, people and 

governance.  What could be the model for that? 
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2.8 Government as a Platform (GaaP) 

The term ‘Government as a Platform’ was originally coined by Tim O’Reilly in an 

essay as the chapter 2 of the Lathrop and Ruma’s 2010 book, Open Government: 

Collaboration, Transparency, and Participation in Practice (O’Reilly, 2011).   

 

O’Reilly says that “Government 2.0”, like “World Wide Web 2.0”, is the use of 

technology to better solve the collective problems at a city, state, national and 

international level. It is the much more than the use of social media by government 

agencies or government transparency by government-provided data, APIs or the 

adoption of cloud computing, wikis, crowdsourcing, mobile applications, mashups, 

developer contests, or all the other by-products of Web 2.0 as applied to the jobs of 

government (O’Reilly, 2011).   

 

“Government as a platform provider builds essential infrastructure, create core 

applications demonstrating the power of the platform and inspire outside developers to 

push the platform even further, and enforce “rules of the road” that ensure that 

applications work well together” (O’Reilly, 2011). The governments can provide 

information to citizens whenever and wherever they need it and empower them to spark 

innovation that will improve governance. 

 

He argues that the platform has the potential is to build the kind of participatory 

government where the participation is not on the election day only, but every day. In 

this model, the government is the enabler and convener rather than the first mover. It is 

a radical departure from what Donald Kettl has described as ‘vending machine 

government’, where ‘we pay our taxes and expect services’. If the services we get are 

not up to our expectation, we protest and shake the vending machine as collective 

complainants. He contrasts it with the idea of government as a platform which has the 

potential to affect all facets of the government’s role in society. He gives the example 

of the Federal-Aid Highway Act of 1956 as a model of platform thinking. The Act made 

the United States construct interstate highways system that had an enormous economic 

and social multiplier effect. The government built the network, and people built 

factories, farms and business using that network. The government does set policies for 

the use of those roads, controls interstate commerce, levies taxes, penalties, set 

standards for safety and carry out many other obligations suitable for a ‘platform 

provider’ but does not run the factories, farms and businesses (O’Reilly, 2011).   

 

He poses a question as to how the governments can become the open platform allowing 

the people inside and outside to innovate? How to design a system in which all 

outcomes are not known beforehand but evolve through interaction between citizens 

and the government, as a service provider enabling its user community? In his essay, 

he has put forward the following seven lessons that governments can learn from the 

success of platforms in the private sector (O’Reilly, 2011): 
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Lesson 1: Open Standards Spark Innovation and Growth 

 

The most open platforms generate the highest economic activity. Open standards and 

low entry barriers for participation make it easy for users and developers to add value 

and innovation to the existing platform. For example, in initial year’s Microsoft’s 

standardised APIs of MS-DOS and, later, Windows made it easy for developers to “add 

value” to the software development. However, later as Microsoft started giving 

advantage to its applications, PC software marketplace became less and less vibrant, 

with profits getting accrued to a few dominant companies. Innovation takes a back seat 

when one supplier rules the platform. 

 

Later, the new open platform- the Internet and the World Wide Web provided a set of 

rules for programs to cooperate and communicate. Anyone having creative ideas and 

skills could write innovative applications. As the barriers to entry were low, 

multibillion-dollar companies could be created out of college dorm rooms. The bazaar 

was back. Smartphone platforms of Apple iPhone and Google Android have given the 

most fertile ground for innovation and choice while enforcing clear rules.  

 

Drawing lesson from extraordinary power of open standards to foster innovation, the 

government can insist major players open APIs, open-source software and rules for 

cooperation and interoperability and cause market reset which can make innovation and 

competition flourish.  

 

Lesson 2: Build a Simple System and let it evolve 

 

It means designing and developing foundations that others can build on and extend. 

Twitter is an excellent example of a fundamentally simple system. Jack Dorsey’s 

original version of twitter fit on a few lines of paper. Now there are thousands of Twitter 

applications because core Twitter service is simple and do little. By thinking simple, it 

allowed its users and application developers to evolve new features and functionality. 

It is the essence of generativity. 

 

Drawing from it, the governments, in the platform model, can create a starting point, 

something that others can reuse and extend. However, designing a simple, minimal, 

dependable and open framework that gives the underlying data is one of the most 

significant challenges of Government 2.0. Private parties with their vibrant marketplace 

can create interactive use of that data by offering services like advanced searches, 

automated analysis, cross-indexing with other sources, data visualisation and can 

maximise the public value of government data.  

 

Lesson 3: Design for participation 

 

Systems must be designed from the very beginning as systems of participation. 

Participation here does not only mean government decision-makers “get input” from 
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citizens. Enabling comments on the website from citizens should not be the end of the 

participation. It means genuinely engaging with citizens in the business of government 

and collaborating with them in the design of government programs and policies.  

Asking everybody through crowdsourcing for input generates better results than asking 

just the experts.  

 

Open-source software projects like Linux and open systems like the World Wide Web 

work not because original designers of the system laid down clear rules for cooperation 

and interoperability. The coordination is ensured through the design of the system itself. 

“Open by default” is central to the success of many of the successful sites like 

Wikipedia, Twitter, Flickr, YouTube, Skype. 

 

Open government APIs enable anyone to write a citizen-centric application using 

government data. Also, applications can be designed to collect new data from ordinary 

people to increase the intelligence and responsiveness of government. E.g. standard-

Open311 creates APIs to city services so that third-party developers can create 

applications.  

 

In the context of Government as a Platform, the goal of the government should be to 

design programs and supporting infrastructure that enables people to do most of the 

work. Citizen self-organisation is powerful both in the physical and digital world. 

 

Lesson 4: Learn from your “Hackers” 

 

The secret of the generative system is that the most creative ideas do not necessarily 

come from the creators of the platform but from the second generation of the 

entrepreneurs who put it to work. Like it was Tim Berners-Lee of CERN, not Vint Cerf 

and Bob Khan (the designer of the Internet’s TCP/IP Protocol) who developed World 

Wide Web, and it was Larry Page and Sergey Brin, not Tim Berners-Lee who turned 

the World Wide Web into a tool that revolutionised business. 

 

Many times, the most useful innovation may come not from the one who follows the 

rules but from the ones who break the rules. Like Google Maps hiring Rademacher who 

introduced the first Google Maps mashup using its underlying map coordinate data. 

Today, Google Maps accounts for nearly 90% of all mapping mashups. 

 

As government opens access to its data, the developers may use those APIs in 

unexpected ways which could be a good opportunity to adopt the APIs to those new 

uses than trying to block them. Government as a Platform would encourage the private 

sector to build applications that the government did not consider in the first place or did 

not have resources to create. 

 

Today's most successful companies like Google, Amazon, Facebook, Twitter, 

WhatsApp are all data-driven companies. In the internet business model, data is the 



   
 

14 
 

coin. Therefore, the governments would have to make sure that public data cannot be 

abused for private gains. Public data should remain public. 

 

Lesson 5: Data mining allows you to harness implicit participation 

 

Modern digital systems use the information that users create when interacting with the 

service to improve policymaking and service delivery. Users leave traces behind that 

can be used to understand user behaviour to improve existing or design new services.  

Google, very effectively, mines user participation, and extracts value from implicit 

participation. By using the data generated by users in going about their lives, Google 

gets the results that could not have existed without users. 

 

Systems for harnessing implicit participation can give enormous opportunities for 

Government 2.0. Government 2.0 would need to use data-driven feedback loops 

through data science and big data analytics. Real-time transactional data can be used to 

understand citizens’ needs, preferences and behaviour and the resulting insight used to 

improve policymaking.  

 

Lesson: 6 Lower the Barriers to Experimentation 

 

Technology companies welcome failure, experimentation, and rapid iteration. They 

explore the market via a series of “minimal viable products” and figure out what the 

market wants. Software and web culture embrace the mindset of “fail forward fast”. 

Commercial markets create and destruct the products and services as per the demand, 

but government programs are rarely sunsetted. 

 

Government 2.0 requires designing of the programs, not as finished products with a 

fixed set of specifications but as ongoing experiments. The open-ended platform allows 

for extensibility and revision by the marketplace. Best practices and working code 

should be shared between the agencies of the federal, state and local governments. 

 

Lesson 7: Lead by Example 

 

Platform providers must show the users what is the potential of the platform. Microsoft, 

while introducing Microsoft Windows, also introduced two applications Microsoft 

Word And Microsoft Excel, showing to the world the ease of use of graphical user 

interface. Similarly, Apple built a suite of applications to show the power of the iPhone.  

 

It is not that platform provider should compete with its developer ecosystem, but it 

needs to show to the market what is the potential of its system. In the case of the 

government platforms, the sheer size and scope of government data require some deep 

thinking at its level first as to what data resource and APIs will make the most difference 

to the citizens. It needs to invest in applications that can show the potential of its data 

use. 
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The true measure of Government 2.0 would be whether it is making incremental 

changes to the existing system or make a revolution. The example of the giants of the 

technology world like Microsoft, Google, Apple, Amazon shows that they did not play 

within the existing system but changed all the rules.  

2.9 Government as a Platform: widespread interpretations and 
practices 

Though Tim O’ Reilly gave the original concept of Government as Platform, in the real 

world, its interpretations and implementations are varied. (Pope, 2018) has compiled 

the various interpretations of the concept of GaaP by different experts who have shown 

the diversity that exists around its meaning: 

 

Coproduction of policy and services 

 

A digitally enabled and universally connected community is smarter than 1,000 policy 

wonks. Although there is a role for experts in government as a platform, the non-expert 

population has a much more substantial role in co-creating solutions — David Bartlett, 

Opening Government: Transparency and Engagement in the Information Age 

 

The extent to which governments use technologies (and data) to exploit the creativity 

of people in groups and build cooperation to jointly address policy challenges — Digital 

Government Review of Sweden, OECD 2018 

 

Better accountability 

 

The concept of the government as a platform is ingrained in the digital environment. 

…it offers two roles for government: one, as receiving feedback from citizens as users 

and using this feedback to make real-time changes in policies and programs. Second, 

involving civil society in different stages of policy formulation like public policy forum, 

discussion paper. It would be a sort of open policymaking. The first one is the 

participatory approach, whereas the second one is the access approach. The 

participative one is more unsettling to the present forms of organising within the 

government- 

— Mark Thompson, Government as a platform, or a platform for the government? 

Which are we getting? 

 

Government as a platform to build upon 

 

Every government should be capturing the enormous opportunity to make it smarter 

and effective by opening up systems and data to business and non-profit intermediaries.  

Wholesale digital services are what Tim O’Reilly calls “government as a platform.” —

 Aneesh Chopra and Nick Sinai, Wholesale Government: Open Data and APIs 
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Governments, as an innovator, should figure out how to scale the small example of the 

platform approach [Estonia] in practice. — Helen Margetts, In a digital society, 

governments should innovate with the best of them 

 

Government as a Platform, sometimes known as ‘Government 2.0’, nurture external 

users- citizens, software developers, or other businesses, to co-design and co-create 

government digital services. Granting access to government data in the open, machine-

readable common formats can enable the governments  to get digital innovations it may 

never think of — Sarah Barns, Smart cities and urban data platforms: Designing 

interfaces for smart governance 

 

Better public services 

 

Government as a Platform can be a common core infrastructure of shared digital 

systems, technology and processes on which it is easy to create excellent, user-centric 

government services. — Mike Bracken, Government as a Platform: the next phase of 

digital transformation. 

 

Removing silos 

 

The change to a shared platform culture will call for strong leadership at the government 

and departmental levels. Departments will have first to find out shared solutions and 

existing infrastructure when building new projects, rather than acquiring new 

infrastructure and systems for each new project. They will have to share ownership of 

common service areas, both within and across agencies, instead of creating multiple 

websites on the same subject — Executive Office of the President, Digital government: 

building the 21st-century platform to serve the American people better 

Siloed approaches to transformation do not work. Reinventing the wheel every single 

time a service is built has led to far too much duplication and waste. That is not good 

enough.” — Mike Bracken, Government as a Platform: the next phase of digital 

transformation 

 

New institutions for the digital age 

 

To have a natively digital nation, or a state, or a city, one need to be brave enough to 

create some new institutions; institutions that are of the internet, not on the internet. —

 Tom Loosemore, Making government as a platform real 

If you were to create government today, you would not build it around large, free-

standing Departments of State. You would structure it as a platform responding to the 

needs of the end-user instead of a siloed hierarchy… Government as a Platform will 

not happen without clear direction from the top. It is time to reboot. Government 2.0 is 

overdue. — Francis Maude The Smart State: Redesigning government in the era of 

intelligent services. 
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The working definition of GaaP: Pope proposed that: 

 

“Reorganising the work of government around shared APIs, open-standards and 

canonical datasets, so that civil servants, businesses and others can deliver radically 

better services to the public, more safely, efficiently and accountable.” (Pope, 2019) 

 

We can comprehend that when the government uses a common set of shared online 

tools, technology, resources and databases across government agencies, it is called 

platform government. It is like a public-sector version of Amazon, where government 

departments can come together on one platform, can innovate together in solving 

problems, test the service design,  and roll out the services quickly, based on user needs. 

The clear-cut and working definition can help the decision-makers in deciding whether 

any policy choice is fitting in the ambit of Government as a Platform and serving the 

user needs or not.   

 

2.10 Models of Government as a Platform 

Accenture in its report (“Four Platforms for Government | Accenture,” n.d.) has given 

four models of Government as a Platform based on communication channels and 

ecosystem for delivering public services: 

 

Whole-of-Government Platform: it focuses on the role of the government as the 

centralised service provider. It has centralised access to cross-government services and 

information. It can give one point of service to the citizens. 

 

Peer Platform: it is a vertically integrated platform of two or more government entities. 

It is useful in bringing sectoral federal, state/local agencies together and let them share 

data and innovate for better service delivery. 

 

Ecosystem Platform: here, the government collaborates with the nation-governmental 

actors while offering its services. It is an outcome-based open platform that let the 

government collaborate with concerned stakeholders and innovate to address 

complicated policy issue. 

 

Crowdsourcing Platform: here, the government collaborates with citizens, companies, 

other government organisations and NGOs to design innovative services. It does not 

define clear roles for the participants, and the platform is more open for ideas and 

expertise to innovate and provide better solutions. 

 

Platform Land website gives three categories of the platform (“Government platforms,” 

n.d.): 
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Common components and APIs: it has cross-government components (such as 

payment systems or analytics platforms) and APIs that expose the business rules of the 

government. (e.g. apply for a fishing license) 

Trust and consent: it works on cross-government authentication and identity systems, 

key management and data exchange systems. 

Registers: it contains canonical datasets used by multiple government services 

All of the above are to be in use across a government or city, and not within a single 

agency only. 

2.11 Why the Government as a Platform is needed 

The government is meant to create a good quality of life for all its citizens by playing 

the role of facilitator, enabler, provider, activator, supporter. In an atmosphere when 

the service delivery in the private sector is happening at lightning speed, people expect 

some promptness and experience in public service delivery as well.  For example, the 

ease and speed with which people can buy a pizza online are anticipated in getting a 

license from the government as well. However, public service delivery is unduly 

complicated and increasingly outdated. Therefore, the governments across the world 

are aiming to make themselves more efficient, effective, productive, responsive, 

transparent and accountable by use of technology. 

 

However, right now, in almost all the public organisations, the technology is built on 

the top of centuries-old organisational structures and processes, making them even 

more laborious and expensive to change. Technology is used to rub off rough edges of 

issues in providing the services. Technology-led online and e-government initiatives 

are focusing more on the production of websites and placing existing manual services 

online. All efforts are on joining up existing vertical and horizontal silos rather than 

dismantling these silos and reimagining public service. (Brown et al., 2014) 

 

Tom Loosemore, in his blog, has shown the use of IT in government as the change from 

paper to digital, without bringing any effective change in the way of functioning of the 

government, as depicted below:  

  

 

Figure 3: Postal Mails (Source:  Figure 4: Government websites (Source: 
Loosemore,2018) 

Figure 3: Postal Mails (Source: 
Loosemore, 2018) 

Figure 4: Government Websites (Source: 
Loosemore, 2018) 
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Though it is all online, one needs to understand, the structure, processes and the ways 

of working of individual silos of various departments in which the government is 

fragmented. It is just digitising the paper-based processes into pixels (“Making 

government as a platform real,” 2018). 

 

In most governments, the different departments deliver services online using costly, 

vertically separate back-office systems. Each service has its software system and 

database. Most often, these systems of software and databases are custom built. 

However, the processes used for most government services have much in common. For 

example, to transact with government, citizens generally need to participate in 

numerous common activities: log in and validate who they are, authorise their home 

and work address, mention their type of work, make payments etc. However, as the 

departments digitise their services and functions independently, they duplicate the 

efforts of other departments in gathering all this information. It is an inefficient, 

expensive approach, with data being siloed, and with very few standards between 

systems. It checks innovation and leads to various problems like rent-seeking behaviour 

from present suppliers, exclusion of new suppliers, even if they have newer, more 

innovative ideas, and boosts proprietary activity and technology. Each department 

reinvents the wheel as they deploy their custom-built services, storing virtually identical 

information. Though these solutions reduce the time and cost in service delivery, it 

hindered the creation of a shared public, digital government infrastructure (“Lessons 

from Estonia on digital government,” n.d.). 

 

To do more with less, the government has now the models developed by the platform 

businesses. Until recently, very little of this platform-based thinking – and its associated 

benefits – have been followed within the public services. It can provide excellent 

prospects for governments around the world to change the way they deliver services to 

citizens fundamentally (“Government as a platform,” 2018). 

 

GaaP is not about technology and the building of technical components only. It is more 

about a new economic and organisational model, which has the potential to improve 

the way government operates. It requires establishing a cultural framework of change 

led by strong political will that can entangle the complex systems, organisations and 

processes.  Apart from the technology, it is more about the reimagining and reinventing 

the way public services are conceived, designed, operated and managed. It is not purely 

about the websites and online forms but about the entire design, from the back end to 

front end, of public services and the organisations that deliver them (Brown et al., 2014). 

2.12 What GaaP has for the governments in the context of service 
delivery 

Services are quicker, easier, and cheaper to create: platforms enable solving 

problems common to all or many government departments and create shared 

components. Shared components do all the hard work behind the scenes, and the service 
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teams can focus exclusively on building what their service needs to do, and do not have 

to worry about acquiring a whole stack of stuff alongside it. It makes the services 

quicker, easier and cheaper to create for the individual departments. 

 

Open, accessible data to all: data is another shared constituent in the system. 

Standards guarantee that it is accessible by other departments and users. It is maintained 

and curated by departmental teams who understand it the best. Users are given control 

over their data so they can choose which services can see it and when. 

 

Creates an open system: platforms provide a digital infrastructure to build services on. 

It presents an ecosystem of workings that are not locked inside a set of propriety 

processes and technology but based on standards. It is open to all. The entire public 

sector and third parties can use it. 

 

Platforms stimulate markets, and markets drive innovations: platforms are based 

on open standards and interoperability which create competition and drive innovation. 

That means more providers and lower costs. Earlier, closed and proprietary contracts 

inhibited the growth of markets of service providers. Open standards lead to the 

emergence of such markets. Companies, non-governmental organisations, startups can 

use the same infrastructure to set up additional services that the government cannot 

build. 

 

Services become disposables: in a world of platforms, users need are discovered 

earlier in the process, so it is known sooner whether the right thing is built or not. 

Services can be created in an experiment mode and tested in the real world. It would 

enable the creation of better services at cheaper costs. 

 

Services can speedily change as policy and circumstances change: platforms 

provide flexibility to services. With time, governments, its policies and programs 

changes but services built the old way are difficult to modify and adapt. To circumvent 

the systems, people invent clever workarounds which make things messier and chaotic. 

On platforms, services get separated from things like data and technology that make 

them work. Every service rests upon an ecosystem of parts that can be snapped together 

or pulled apart whenever needed. So, when policy or circumstances change, the services 

can change quickly, without fuss.  

 

Services are closer to policy intent: services can be prototyped as per the policies, 

quickly and inexpensively, so they become closer to policy intent and help in the 

achievement of intended outcomes. 

 

The result? More services, better services, and for less money than before. That is why 

it matters (“Government as a platform for the rest of us - Government Digital Service,” 

n.d.).  
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2.13 How to implement Government as a Platform (GaaP): Macro 
model  

The central organising principles of GaaP are steady maximisation and consumption of 

shared capabilities (platforms) and minimisation of departmental “products” (Brown et 

al.). 

 

Mark Foden, in his video, Gubbins of Government has given the mechanics of 

implementing government as a platform in simple English. He provides that every 

citizen uses government service in one way or the other. The government of the day, to 

deliver these services, use Information Technology. Till date, IT is handled individually 

by the department by in their customised way by the third party through long term 

contracts. It is expensive and hard to change but new technology services, delivered 

over the Internet, can change this scenario. At present, the government services are 

stand-alone services, like- issuing a driving licence, passports, giving pensions, 

collecting taxes, and so on. 

 

 
Figure 5: Gubbins of Government (Source: markfoden.com) 

To use a platform model, the government needs to chop these services into bits where 

each bit is a mix of people, process and technology. If we look at the diagram, we find 

that at the top is the levers and dials- this is the bit of the service we interact within the 

form of paper forms, telephone calls, websites, mobile apps. At the bottom are the 

machinery- fundamentals like databases, networks, procedures. At the top - Levers & 

Dials - this is the bit of the service we interact with. In the middle, it is all sorts of stuff 

which Foden calls as Gubbins. He says that there are two sorts of Gubbin. Specific 

Gubbins- the bits of services that are unique, like calculating taxes or issuing passports. 

Common Gubbins- the bits of the service that have stuff in common with other services, 

like checking identity or collecting money. 

 

As services become digital, new technology allows to untangle the bits, change them 

without affecting other bits and even buy them separately from different suppliers. In 

the case of Common Gubbins, it will be possible to untangle things, even more, making 

each component better, cheaper and faster. Using the same ingredients across many 
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services will be possible. By using the same Levers & Dials, it will make it much easier 

to engage with the government.  

 

Right now, most government IT services are supplied by a few extensive suppliers. In 

the new world, when things look like this, there will be a need for a rainbow of different 

types of services provided by both big and small suppliers. A typical set of Levers & 

Dials will make it simpler for citizens to interact with government. A change to the 

Levers & Dials could be made across the board. Specific Gubbins could be changed 

from say pink to blue quickly, easily and cheaply. Common Gubbins avoids wheel 

reinvention. One solution can be used by all. Two services can be replaced by one 

without affecting the other services. Easy switching of commodity machinery will 

create a fluid market and reduce cost. This new approach is likely to make a massive 

difference to the effectiveness of government over the next few years (“Gubbins of 

Government,” n.d.). 

2.14 How to implement GaaP: Micro model  

Tom Loosemore, one of the founders of UK’s Government Digital Service (GDS) says 

that new public institutions should have culture, practice, business models, skillset, 

ways of working, ways of thinking inherent to the Internet era, not different to it. 

Reiterating and adapting existing institutions is not enough; we need to create new 

institutions (“Making government as a platform real,” 2018). 

 
Figure 6: Government as a Platform: an overview (Source: public.digital) 

  

Here, the Government as a Platform can be thought of as a city where the buildings are 

public and commercial services. Like buildings, new services are being developed, 

expanded, and dismantled as per the requirements of the users. Users needs are supreme. 

Common platforms, built using open standards, do the tough work. For example, the 

public needs to pay to the Government for various reasons. Over a period of time, each 

department or service has got its customised way of accepting payments. A common 

platform can help people make online payments to the Government. The department 
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need not have their individualised systems to get the money from the public. It is a win-

win situation for both. 

 

Data is the new foundation of the digital nation. It will be reliable, undisputed, easy to 

test and check and have integrity. It may exist as dependable lists of information in the 

form of registers. Before Government Digital Service, the UK created the country 

register; there were dozens of different lists of countries in use all over government. 

Now, the country register is the only list. There is no other list for countries. Similar 

lists can be there for many things like schools, hospitals, utilities, local authorities. 

 

The bodies that operate the new government registers would be the new kind of 

institution. These registries can be overseen by a person in charge, the registrar, who 

take ownership of a particular register or group of registers.  

  

The layer in the middle is the layer of  “trust and consent.” Personal data should only 

be available to the services that have gained the consent of the user or citizen. This layer 

represents institutional oversight to make sure that everyone else in the ecosystem plays 

by the rules, and the citizens understand what is happening to their data. 

 
Figure 7: Government as a Platform: who is in charge of what (Source: public.digital) 

Ministers are responsible for their policy, that does not change. There are identified 

service managers who are responsible, as civil servants, for each service. People, in 

charge of platforms, work across many services. Below, are the data institutions, the 

registries run by registrars. At the trust and consent level, independent overseers are 

there. They should be outside government, accountable directly to Parliament. They 

make sure that the rules are abided by. They need adequate funding and sharp 

legislative teeth to execute the laws. 

https://country.register.gov.uk/
https://country.register.gov.uk/
https://www.registers.service.gov.uk/registers/school-eng
https://www.registers.service.gov.uk/registers/local-authority-eng
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2.15 Scepticism over Government as a Platform  

Andrea Di Maio, Managing Vice President in charge of government research at 

Gartner, wrote an interesting piece back in 2009 on why the government cannot be a 

platform. He apprehended that this platform business model cannot work in a 

government environment because of the following reasons: 

 

Regulated environment: the data the governments possess are personal data, 

confidential data, classified data, etc. Various constraints apply to its use depending on 

its category.  

 

Motivations of government:  the commercial platform companies are for-profit 

enterprises where success is measured by metrics such as revenue, profitability and 

growth. Government organisations do not exist to make a profit but rather to create 

public value. The parameters of success and rules of engagement are very different and, 

in the case of government, more complex, thus making the departments less motivated 

to implement GaaP. 

 

Serving the most vulnerable section of society: the most frequent users of public 

services are, most of the times, are on the wrong side of the digital divide (least affluent, 

least connected, less literate). It would be challenging for the government to ensure that 

digital services are accessible to them. 

 

Multifarious role of the government: it plays many roles in our lives as an authority, 

protector, educator, health care provider – to name a few. Given these multiple roles, 

their attendant overlaps, and the varied nature of the relationships, it would be difficult 

to define the boundaries of platforms. 

 

Accountability: it needs to be clearly defined as to who would bear the liability for 

errors and problems in the government platform applications. Would it be the 

application developer or the government? How would the losses be indemnified? 

Within government, how the accountability would be shared on common platforms by 

the siloed departments and ministries?   

 

Trust, privacy and anonymity: seamless linking of data across departments will have 

intricate questions about trust, privacy, and anonymity. Without robust standards, legal 

framework and systems, these platforms could evade the privacy of the citizens and 

break their trust. 

 

Challenges existing power relations: departments and developers who control these 

shared services would become dominant and may dictate the government. The private 

service provider may become dominant and controlling, jeopardising the balance of 

power within the public and private sector. The government would have to devise the 

strategies to avoid such behaviours. 

http://blogs.gartner.com/andrea_dimaio/2009/09/08/why-government-is-not-a-platform/
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Whoever owns services shapes the future: departments and private software vendors 

who play a role in building systems will decide the design of services and could build 

them to obstruct competitors. Vendors, many a time, tender services with “lock-in” 

provisions and do not allow agencies to change providers or use competitors. Given the 

importance of the systems to the government, the risks could be huge. 

 

Mechanisms to provide services online would require serious thinking to ensure that 

the issues of public trust and confidence in government institutions of delivery do not 

get undermined in the wave of platformisation.  Apart from the challenges of building 

new institutions and infrastructure, the challenge would also be to find the right 

governance models. Parliamentary systems divide responsibility across ministries and 

maintain the system of checks and balances, but shared platforms defy this approach 

and would need new thinking to ensure that they are trusted (“Lessons from Estonia on 

digital government,” n.d.). 

 

Though there are some genuine concerns and challenges it GaaP is not an all-or-nothing 

proposition. It will grow organically as per the needs and challenges faced by different 

governments. There can not be ‘one size, fits all’ approach to it. It will be a natural 

evolution process (“So What Exactly is ‘Government as a Platform?’ | Citizen2020,” 

n.d.). 

 

Also, in our case studies, we would see how different governments, in spite of the issues 

mentioned above, are implementing Government as a Platform thinking in delivering 

public services. 

3. Research gap and objective 

In this section, we present the limitations of existing literature on the subject and the 

need for our thesis. Literature review gave us the understanding of what is a platform, 

what changes have brought in by the platform as a business model, what are the public 

services, the public service delivery role of the governments, the mechanisms adopted 

by the governments in the past and at present to deliver public services. It tells us the 

potential of  Government as a Platform as the delivery method in the changing digital 

world, its meaning, need, relevance, and mechanics of implementation. The scepticism 

on its effective implementation is also presented.  

 

Literature shows that platforms in retail, banking, insurance, travel and transport have 

completely disrupted the market and society. New and better-personalised services are 

also built faster analysing the data generated by the Platforms. It is giving the users a 

new and ground-breaking experience in service delivery in terms of its ease, 

convenience, access, comfort, quality and quantity and much more.  
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Literature exists to confirm that Governments too in every age, experiment with 

different service delivery models to better their structures, processes and overall system. 

It started with the traditional public administration model of service delivery to the 

present-day thinking of platform delivery models. 

 

In literature, the Government as a Platform appears to be a powerful tool to create 

common services, technology, governance and give seamless one door service to users. 

It is depicted as to be different from the industry-specific platforms as it needs to seek 

cross-departmental, cross-sectoral and cross stakeholders collaborations. Literature 

projects that Government Platforms can be new national infrastructure in the digital 

world. It can enable governments to continuously innovate by harnessing the power of 

the big data and connecting the stakeholders.  

 

It further points out that technology is one of the prime essentials of the platforms 

though it in itself is not a sufficient condition for bringing the desired economic and 

social outcome. It requires a sea change in government mindsets, service design, skills, 

policies, and practices.  GaaP enabled through technology, has the potential to create 

services around the needs of the users rather than around the organisations and the 

departments. In literature, the GaaP promises to bring a sea change in the entire 

structure and process of the government, governance and service delivery if it is 

implemented in the right spirit and essence.  

 

Many governments of the developed and developing world have already started 

digitalising their services on platforms and positively impacting the public service 

delivery systems. However, how the governments around the world are experimenting 

with the Government as a Platform and what results are being achieved is not available 

comprehensively in the existing literature. 

 

We found that the previous researches are limited to the study and theorisation of the 

inherent potential of the Government as a Platform to disrupt public service delivery. 

The comprehensive description and analysis of these platform initiatives and related 

changes taking place in different countries are missing in the extant research. Therefore, 

in this thesis, we expand on existing research by focusing on the actual, concrete actions 

taken by the governments on the platforms. We intend to do comparative research, in a 

contextual framework, as to how different governments, at the forefront of GaaP 

execution, are employing it. Is it in consonance or not of the original model propounded 

by Tim o’ Reilley?  What could be the learnings for other governments from these 

initiatives? By such analysis, we intend to find the answer to the question, ‘can  

Government as A Platform (GaaP) be a new model of public service delivery? If yes, 

how can it be done? 

 

To better the user experience, the governments all around the world are setting new 

organisations-   UK Government Digital Service, E-Estonia, Singapore Government 

https://www.gov.uk/government/organisations/government-digital-service
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Digital Service, India stack, US Digital Service, Canadian Digital Service, 

Argentina Gobierno Digital, Australian Digital Transformation Agency, New 

Zealand Digital Govt,  France EtaLab.  At the state and local level, there is San 

Francisco Digital Services, Boston Digital, Digital New South Wales, NYC Planning 

Labs,  Digital Services Georgia and Massachusetts Digital Service, to name just a few. 

 

As more governments, at every level, adopt a new form of service delivery with an 

emphasis on improving the user experience, we intend to understand the context, 

history and evolution of some of these, so that we can draw commonalities. GaaP is 

one of the leading digital initiatives of Government Digital Services around the world. 

For comparative analysis, we have taken the cases of UK, Estonia and India.  

 

Our research objective is to find empirical pieces of evidence of the platform 

initiatives by the governments, their institutional, political, administrative, legal 

contexts and impact on the citizens and society. We intend to see the historical 

evolution of service delivery models in these countries, various actors and their 

relationship in the system to analyse the similarities and differences in the contexts and 

platform initiatives. The objective is to find commonalities in approach to draw out 

lessons and suggest a road map for similar initiatives by the other governments.  

 

For our research, we intend to use secondary data obtained from government websites 

and documents, research papers and grey literature (websites, blogs, industry-

newspapers, magazines, policy documents, media reports, experts opinion).  

 

Our thesis contributes to Government as Platform literature taking empirical evidence 

from the UK, Estonia & India on platform initiatives and theoretical insights on how it 

can be generalised; lessons can be learnt and used by other governments-federal, state 

or local city government. 

 

In the next part of the thesis, the cases of the UK, Estonia and India are described in the 

context of the implementation of GaaP. The historical evolution of digital technology 

as a means in the governance, implementation of platforms, service design principles, 

the challenges and benefits are discussed.  

4. Case Studies 

Case Study approach help us in formulating the generalisations that extend across 

multiple cases. It helps in understanding the contexts as the real-world situations are 

different across the countries as compared to the laboratory environment. The 

importance exerted by the context was the prime reason for choosing the case study 

method for our research. Different countries have their different history and politics. 

Their economic, social and political processes too are different. The activity itself is the 

https://www.usds.gov/
https://digital.canada.ca/
https://www.argentina.gob.ar/modernizacion/gobiernodigital
https://www.dta.gov.au/
https://www.digital.govt.nz/
http://etalab.gouv.fr/
https://digitalservices.sfgov.org/
https://digitalservices.sfgov.org/
https://www.boston.gov/departments/digital-team
https://www.digital.nsw.gov.au/
https://planninglabs.nyc/
https://planninglabs.nyc/
https://digitalservices.georgia.gov/
https://www.mass.gov/orgs/digital-services
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context, comprising different actors, their objectives, actions and interactions. 

Therefore, our case studies cover different geographical spaces and scales of ‘platform’ 

applications in government. 

4.1 United Kingdom 

We selected the UK because its government has officially declared in its digital strategy, 

GaaP as a tool for digital service delivery. The Government Digital Service is actively 

working for a decade on these lines. Most of the leading authorities in this field, in some 

way, have been associated with the UK Government on this subject. Other countries 

like the US, Canada, Australia have modelled their Government Digital Service on the 

lines with the UK GDS. In 2016, the UN ranked the UK first in the world for digital 

government. 

 
4.1.1 Introduction 

 

The UK is the first country in the world to officially adopt Government as a Platform 

as a digital strategy to deliver public services. Cabinet’s Office, Government of UK, 

has expressed that ‘Government as a Platform will provide a common set of core 

systems that enable government departments to share digital services, technology and 

processes’. Blog of Government Digital Service (GDS), Unit of  Government of UK 

cabinet Office mentions that they are recognised as the world leaders in public sector 

digital innovation and Digital government teams in the US, Canada, Australia and New 

Zealand were established on the same model, and follow very similar principles. The 

UK came out with its digital strategy in the year 2012 and in the year 2015 adopted 

Government as a Platform as a significant constituent of the strategy.  

 

4.1.2 Some Basic Facts 

 

The United Kingdom, officially the United Kingdom of Great Britain and Northern 

Ireland is known as the UK, comprises a group of islands off the northwest coast of 

Europe. It consists of four constituent countries: England, Scotland, Wales, 

and Northern Ireland. Its area is 242,495 Sq. Km and population, as per 2011 census, 

is around 63 million (“United Kingdom—Wikipedia,” n.d.). 

 

 
Figure 8: the UK on the world map (Source: Wikipedia) 

 

https://en.wikipedia.org/wiki/Countries_of_the_United_Kingdom
https://en.wikipedia.org/wiki/England
https://en.wikipedia.org/wiki/Scotland
https://en.wikipedia.org/wiki/Wales
https://en.wikipedia.org/wiki/Northern_Ireland
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It has parliamentary democracy with constitutional monarchy where the Queen is the 

head of the State. The Prime Minister is the head of the government. The UK 

government exercises executive powers with the devolved governments of the Scottish 

Parliament, Welsh Assembly and Northern Ireland Assembly. Legislative powers vests 

with the Parliament having two bodies – the House of Lords and the House of 

Commons. The Courts exercise the Judicial powers. Although the monarch is part of 

all three branches, her role is mainly ceremonial. The Government exercises most of 

the monarch's legal powers on her behalf. The monarch is the part of the legislative 

process because she gives Royal Assent before a bill that has passed through Parliament 

becomes an Act of Parliament. The monarch is also head of the judiciary. 

 

It is a developed country having the world's fifth-largest economy by nominal GDP 

and ninth-largest economy by purchasing power parity. It has a high-income 

economy and a very high Human Development Index rating of 14th in the world.  

 

4.1.3 Public Service delivery: Historical Context 

 

In the United Kingdom, the governments, since the early 1980s, have endeavoured to 

tap the potential of technology in offering better public services. It started with the New 

Public Management (NPM) era when the government tried to adopt the practices of the 

private sector in the public sector to attain the objectives of cost and time efficiencies. 

Like the private sector, the government agencies set performance targets, measured the 

inputs and outputs. However, the meaningful improvement in public services and their 

outcomes could not be made. Citizens were rebranded as ‘customers’, but customers 

could not take their ‘custom’ elsewhere as many of the public services were state 

monopolies. To make public service more responsive to users’ need, many agencies 

and organisations, at arm’s length from the government, were created. It, however, in 

most of the cases, created costly complexity and a high administrative burden (Brown 

et al., 2014).  

 

In the 90s, early e-government initiatives intended to modernise and improve the public 

service delivery hoping that it would restructure and rearrange service provision around 

the citizens rather than departments and agencies.  The IT solutions, provided by large 

suppliers, were introduced in existing structures and processes of the segmented 

organisations. The IT contracts were long-term & exclusive that removed the 

commercial competition or innovation from the government’s supply chain. IT 

automated the existing paper-based processes, duplications and costs.  

 

During the early 2000s, the government focused on reintegration, holism and 

digitisation. Reintegration was about joined-up governance. It encouraged 

simplification of service delivery mechanisms, use of shared services, and rolling back 

of agencification of public services. Holism was about service reorganisation around 

the citizen. It included one-stop service delivery maintained by data warehousing and 

citizen audits and evaluation of services. Digitisation was about the idea of 100% online 

https://en.wikipedia.org/wiki/Developed_country
https://en.wikipedia.org/wiki/List_of_countries_by_GDP_(nominal)
https://en.wikipedia.org/wiki/List_of_countries_by_GDP_(PPP)
https://en.wikipedia.org/wiki/Purchasing_power_parity
https://en.wikipedia.org/wiki/World_Bank_high-income_economy
https://en.wikipedia.org/wiki/World_Bank_high-income_economy
https://en.wikipedia.org/wiki/Human_Development_Index
https://en.wikipedia.org/wiki/List_of_countries_by_Human_Development_Index
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delivery system in which services are digitally delivered by default. It combined 

automated processes, extensive information and data, the use of government cloud and 

web-based utility computing, and social web behaviours like open-book government, 

mash-ups, co-production of services (Brown et al., 2014).  

 

4.1.4 Initiatives on platforms 

 

Government Digital Service, a unit to improve the public service delivery under the 

Cabinet Office was constituted in 2011. The government came out with Government 

Digital strategy in November 2012. This strategy contained 14 actions that the 

government would take to become digital by default, i.e. making digital services so 

simple and easy to operate that all those who can use it will happily choose to do so, 

while those who cannot, are not excluded.  

 

Point no. 11 of the Digital Strategy is about building common technology platforms for 

digital by default services. It says “Develop on platforms, not in silos”. It said that the 

Cabinet Office would lead in the definition and delivery of a new set of common 

technology platforms to support the new generation of digital services. Government 

Digital Service would extend the range of platforms. It would support digital publishing, 

data insight, identity assurance and further common platform components (“UK Digital 

Strategy 2017,” n.d.). 

 

Further, it helps to define, develop and provide shared technology platforms to support 

digital by default services. It would develop a data insight platform that will combine a 

range of data including analytics, web operations and financial information to provide 

high-level performance reports for leaders and more detailed data for Service Managers. 

On 29th March 2015, it was announced that GaaP would be part of the next phase of 

digital transformation. 

 

To that objective, it attempts to transform the way government operates, from front-end 

to back-office, in a modern and efficient way. Skills and capability are being developed 

to bring the right skills and culture among our people and leaders. It entails building 

better workplace tools and processes to make it easier for public servants to work 

effectively, including sourcing, governance, workplace IT, businesses cases, human 

resources processes, common technology across the public sector and better digital 

tools for civil servants.  

 

The realisation of the vision is being achieved, creating the building blocks of the 

platform concept, by creating the central portal GOV.UK, as single-point access to all 

government services. 
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GOV.UK, a website created by GDS, is the single point of access to government 

services. As on date 25, ministerial departments and 385 other agencies & public bodies 

are using it to deliver public services to UK residents, replacing Directgov and Business 

Link. Websites of all these departments and agencies have been merged into GOV.UK 

(“Welcome to GOV.UK,” n.d.). 

 

It is a platform for publishing. It is designed with transparency, participation and 

simplicity at its core. It is based on open standards and is open source. This architecture 

ensures its integration into the growing ecosystem of the Internet. It encourages 

innovation, driven from within and without. GOV.UK is not Government on the 

Internet, but of the Internet. It has performance dashboards to measure how a service is 

doing. Out of a total of 780 services, there is data of 384 services. A total of  1.03 billion 

transactions are done per year concerning these services. It lets the department spot the 

problem with the service and takes actions to improve it (“Welcome to GOV.UK,” n.d.). 

 

 
Figure 10: Service Performance Dashboard (Source: GOV.UK) 

Figure 9: GOV.UK Platform (Source: GOV.UK) 

https://www.gov.uk/
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GOV.UK Verify is the platform for identity. It is a new way for citizens to prove their 

identity when they use government services like filing the taxes, applying for universal 

credit, driving licence related issues,  pension-related services and much more. If 

anyone wants to verify his identity for the first time, it takes between 5 and 15 minutes. 

There is a list of identity providers that the government has approved for identity 

verification. These companies check the filled in personal details against record held 

by mobile phone providers, passport office, credit agencies, driving licence agencies. 

The company can then confirm the identity to the government service the person 

intends to use. At present, it can be used for a host of government services, and there 

are many other services which would soon be added (“GOV.UK Verify,” n.d.).  

 

A GOV.UK Register is an organised dataset of authoritative government information. 

Each register only contains data on a specific subject, updated by subject matter expert 

organisation. For example, the country register lists all countries recognised by the UK 

government. Subject matter expert, a custodian at the Foreign and Commonwealth 

Office, updates it. Services using registers can reduce the time and cost of sourcing 

data from across government, receive data that is ready to use with no need for data 

cleansing and be assured that their service is using the most up-to-date government data. 
Data managers, who create a register, only need to publish data in one place which can 

be shared across government without any need to update multiple lists and datasets 

whenever something changes.  

 

Registers could be open registers containing public data which is open to all or closed 

registers asking users to do something before getting access to data or private registers 

containing sensitive information. 

 

Before GOV.UK Registers, the services had to develop bespoke software to access the 

data as there was no standardised way to do it. After accessing the new list, they used 

to download its copy and then process it to make its information available to the users. 

There was a lag between the change in data and its availability to the users. Registers 

were not using standard names and formats. It was not clear whether the lists are up-to-

date or not. There were issues about data integrity. (“Registers,” n.d.) 

 

Gov.UK. Registers tackled all the issues mentioned above and simplified and 

standardised how the data is maintained, stored and accessed across services. It 

provides reliable, accurate and up-to-date data when needed. The data retains the same 

format, and will it be consistent with other datasets. It is comprehensive for what it 

claims to cover. Digital registers are designed to meet the needs of users as much as 

the needs of the data custodians.  

https://www.registers.service.gov.uk/registers/country
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Figure 11: Ecosystem of Open Registers (Source: gds.blog.gov.uk) 

Now, anyone can access all registers and use as per requirement. API can be used to 

pull the most recent version data from a register into the service. Citizens can see 

which government services are already using registers. They can also find out 

which government organisations have created a register with their data. (“About 

registers—GOV.UK Registers,” n.d.) 

 

GOV.UK Pay is a free and secure online payment service for government and public 

sector organisations. It can be used to take online card payments and issue refunds by 

using payment processes that are Payment Card Industry (PCI) compliant. It is 

available to all government and public sector organisations, including central 

government, local government and the National Health Service (NHS). It makes it 

simpler for the government to process payments, saving time & effort of service teams 

across the government. Its use by the departments is free. It has an easy-to-use admin 

tool designed for efficient payment administration. It can be easily integrated into 

existing services or can be used without any systems integration. It is designed as per 

user needs, can issue refunds and generate reports. It can also accept online payments 

using payment links  (“GOV.UK Pay,” n.d.) 

 

GOV.UK Platform as a Service (PaaS) is web hosting for government services. 
Every digital service used by the government requires a place to run from. It needs 

to be hosted somewhere so that it is accessible to users via the internet. 

Organising and setting up all components to host the service requires much efforts 

and cost. These components do not differ much between services. So, in practice, these 

groups of components end up looking very similar across very different services. The 

pictures below show an example: 

https://www.registers.service.gov.uk/services-using-registers
https://www.registers.service.gov.uk/registers?show_by=organisation
https://en.wikipedia.org/wiki/Web_hosting_service
https://en.wikipedia.org/wiki/Web_hosting_service
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We see much that departments all over government can end up duplicating work that is 

already done elsewhere. That means not able to focus on their areas of expertise and 

spend time on the works like application monitoring, log aggregation which are not 

their core work. It also entails having specialised skilled resources with added cost and 

time. 

 

To address these issues platform as a service (PaaS) can be provided that services could 

use for their cloud hosting. A shared PaaS can provide a layer like the shown above. 

Acquiring commercial services and getting them accredited takes much time. If that 

can be done once, for the PaaS, then it could save service teams from getting it done  

 

GDS evaluated several open source and commercial options, built a prototype and 

showed it to potential users within GDS and in other departments. They tested it by 

seeing how it works with real applications (“Building a platform to host digital 

services—Government Digital Service,” n.d.) 

 

GOV.UK Notify is used by the government departments to send emails, letters, and 

send and receive text messages (the UK and internationally).  Governments, through 

this platform, can contact users proactively and reduce the rate and cost of contact. It 

helps in creating messages quickly and easily and keep users updated. Departments can 

customise their branding, send messages in bulk or individually, automatically through 

API. It sends 95% of emails and text messages within 10 seconds. Notify dashboard 

can assist in checking the delivery status of any emails and text messages, seeing a real-

time dashboard of the activities and viewing the usage and reports (“Dashboard—

GOV.UK Notify—GOV.UK,” n.d.).  

 

Figure 12: Common Components across Services 
(Source: blog.gov.uk) 

Figure 13: Shared PaaS Layer (Source: 
blog.gov.uk) 

https://en.wikipedia.org/wiki/Platform_as_a_service
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Figure 14: Dashboard of GOV.UK Notify (Source: GOV.UK Notify) 

 

GOV.UK GovWifi is a single wifi login which can be easily installed by government 

departments over their existing infrastructure. Users of GovWifi, civil servants, 

consultants and visitors to government departments, can have access to wifi at any 

participating public sector location. It is aimed to replace user and guest wifi with a 

single secure wifi connection. Users register once. After that, they will automatically 

connect to the GovWifi network.  

 

They do not need to remember a password or sign in to different networks when they 

move between buildings. People stay connected across organisations. They can work 

wherever they need to and get the same wifi experience at every location (“Public 

sector guest wifi—GovWifi,” n.d.).  

 

4.1.5 Service Design principles 

 

Service Design Network defines service design as “the activity of planning and 

organising people, infrastructure, communication and material components of a 

service to improve its quality and the interaction between the service provider and 

customers.”  (“Government design principles,” n.d.). UK government is trying to do 

it consciously so that it does not happen by default. It gives the following as the 

service design principles followed by GDS: 

 

Start with user needs: do research, talk to users, analyse data, and then design 

services. Do not assume users need at the government's end.  

 

Do less: government should do that only what it only can do. It should build 

platforms and registers that others can build on, provide resources (like API) that 

others can use. The government should focus on the irreducible core. 

 

Design with data: data, not hunches or guesswork, should drive decision making. 

Combine user research and analytics to improve the user experience of the 

services. 

 

https://twitter.com/GoAgileGov/status/833972249883529216
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Do the hard work to make it simple: making things simple to use with complex 

underlying systems is a difficult proposition. For example, in the Ministry of 

Justice, in place of an obscure legal language form that needed to be filled in by the 

users, a much simpler, direct language form was devised with few sets of 

questions to be replied. Once the questions are answered, the form was 

automatically filled out for them.  

 

 
 

Iterate. Then iterate again: start small and iterate wildly. Release minimum 

viable products and test them with actual users. Based on feedback, built on it or 

scrap it.  

 

It is for everyone: the people who most need government services are often the 

people who find them hardest to use. Services should be inclusive, i.e. there should 

not be any barriers that make them difficult or impossible for anyone to use them. 

People have conflicting requirements, different functional capabilities and 

preference for different tools which make the government work more challenging. 

 

Build digital services, not websites: the digital world needs to connect to the 

real world. One needs to understand the user needs, the organisation which is 

delivering the service, its people, processes, culture and much more to design the 

entire user experience taking care of all the aspects of the service not only of 

digital bits. 

 

Be consistent, not uniform: use the same language and the same design patterns 

wherever possible to help people get familiar with the services. Do not stop 

improving or changing them when better ways of doing things are found, or the 

needs of users get changed. 

 

Make things open: it makes things better. Share what GDS is doing whenever it 

can. Share ideas, intentions, code, designs, failures. Much of what it is doing could 

be done because of open source code and the generosity of the web design 

community. It should be paid back. 

Figure 15: Complex Legal Form 
(Source: gds.blog.gov.uk) 

Figure 16: Simplified Legal Form 
(Source: gds.blog.gov.uk) 
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4.1.6 Legal Framework 

 

In the UK, laws governing the provision of digital services are set out in several 

different statutory instruments, some of which are specific to digital services, whereas 

others apply to all services. 

 

The Electronic Communication Code regulates the legal relationships between site 

providers and operators of electronic communications networks (known as Code 

Operators), to support the rollout and sustainability of communication technology 

infrastructure.  

Ofcom and the Code Ofcom is the statutory regulator for all domestic communications 

services. It includes digital communications services, like fixed and mobile broadband 

services.  

The General Data Protection Regulation (GDPR) and Data Protection Act 2018 

(DPA) contain provisions of the use of personal data,  

 

Actors’ Roles and Responsibilities: the participants in the platformisation of public 

service in the UK are the politicians, administration, private sector, citizens and society 

as a whole. Will of political leadership to bring the public services under one umbrella 

for ease of their delivery got the process started. It led to making of digital strategy and 

administrative paraphernalia. Private sector participation, citizen and societal 

acceptance made it a success. 

 

4.1.7 Role of Political leadership 

 

Political vision and ambitions are must for digital by default system. Francis Maude 

provided political leadership for GDS until 2015. His core concern was how to enhance 

the citizen’s experience of interacting with the government. To ensure seamless public 

service, he gave a strong push to digital initiatives along with platform thinking, 

requiring cooperation and collaboration among all government departments.  

 

He commissioned Martha Lane Fox to make government services digital by default. 

Firstly, the leadership was finding where are the challenges with delivery, identify the 

problems, and looking at the ways of unblocking them. It was opening up the 

government to new ways of doing business, establishing cross-government functional 

teams.  Leadership acted as a gateway for all approvals for developing a digital 

government strategy.  

 

Revolution in people’s experience in consuming made the political leadership not to 

benchmark against the best practices in the government only but also with what is done 

in the private sector- the transformation of hotel market with Airbnb, transport with 

uber and shopping with Amazon.  It established GDS to bring tech talent to the 

government. It tried to bring all of the government together (“The UK’s ‘govtech 

minister’ changes the game,” n.d.). 
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4.1.8 Role of Administrative Machinery 

 

The Government Digital Service  It is a unit, under the Cabinet Office of the 

Government of the UK, created to design public services for the internet era. It was 

constituted in April 2011 to implement the 'Digital by Default' strategy proposed by the 

report 'Directgov 2010 and beyond: revolution, not evolution' produced in 2010 for the 

Cabinet Office. The Public Expenditure Executive (Efficiency & Reform) oversees 

it. In 2015, it was also mandated to realise the GaaP concept. Its budget was £37 million 

in the year 2012-13, which got increased to £150 million in the year 2016-17. (“Digital-

transformation-in-government.pdf,” n.d.) 

 

With the workforce of 500 people working on common products, technology and data, 

it interacts with prime minister office, 25 ministerial departments, 20 non-ministerial 

departments, hundreds of agencies and other public bodies, 11 public corporations and 

three devolved administration on their digital transformation projects that meet user 

needs. It supports them in dealing with legacy challenges, digital ability, and 

technology replacement to provide user-centric, cost-effective digital services. 

 

4.1.9 Societal aptitude and acceptance 

 

Doteveryone (“People Power and Technology Doteveryone Digital Attitudes Report 

2018.pdf,” n.d.) explores how British people think about the digital services changing 

their lives, based on a representative online survey of 2,000 people, 500 by phone and 

conversations in focus groups. 91% of the UK population have basic digital skills to 

access the internet, and these skills are learnt alongside literacy and numeracy as a key 

part of the education. It highlights a strong positive impact on their lives as individuals. 

80% of the surveyed people felt that their daily tasks have become more convenient, 

69% felt that digitisation provides opportunities to try new things, meeting new people 

and learning something new. 52% found using social media to keep in touch with 

family and friends.  

 

There is a major understanding gap around digital technologies. Only a third of people 

are cognizant of the fact that data, they have not actively chosen to share, has been 

collected. There is a limited understanding of how companies make money from digital 

products and services. People demand technology to be more responsible and 

accountable. They do not want digital technologies to disrupt if it occurs at the expense 

of communities and social structures. Poorer people found these trade-offs, especially 

unacceptable. People are overwhelmed by the power and potential of technology in 

transforming their lives at such a fast pace.  

 

4.1.10 Impact  

 

As on 29th March 2018, common platforms are used by over 200 government services, 

with over 35 million messages sent through GOV.UK Notify and £40 million in 
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payments taken by GOV.UK Pay. PaaS hosts 19 services. There are 36 number of 

registers available for public use. GaaP is becoming the default choice for many 

departments. (“From theory to practice: Government as a Platform 3 years on and 200 

services later—Government as a Platform,” n.d.) 

 

With an increase in online services, their usage by people has become more of a norm 

than the exception. In 2007, only 30% of adults in Great Britain were using the internet 

for banking services and this share was 63% in 2017.  Use of digitised services is a 

great time saver for service users. The digital initiative has saved over £50 billion in 

five years since its inception, mostly from the running cost of the government (“the 

economic impact of digital inclusion in the uk.pdf,” n.d.) 

 

4.1.11 Challenges  

 

Mike Bracken, founder executive director of GDS, highlighted the challenged faced by 

‘Government as a Platform’ in a panel discussion (“The rise and fall of GDS,” 2018).  

People running the department believe that the platform model takes away their power. 

There are few incentives to collaborate and plenty of reasons like permanent secretaries’ 

accountability to parliament for their budgets, individual ministerial accountability,  to 

hold power close to them. Center’s push for the departments to share their power is 

pushback by their operational models. The reorganisation of the organisational 

structure is not coming from within the organisation as the power structure is far too 

baked-in. 

 

There is very less space for creativity, entrepreneurialism and imagination in the 

government system. There are lots of wonderful people in the government who know 

the answers, but they are not empowered to go forward. Analogue culture and 

mechanisms in the digital age are one of the biggest challenges. The complexity of 

legacy system presents a barrier to the implementation of a seamless, one whole 

government (“The rise and fall of GDS,” 2018). 

4.2 Estonia 

Estonia is the world’s most advanced and talked about country in the digital world. 

Estonia delivers its 99% of services online which, as claimed by the government, has 

saved 800 years of work time for government, related agencies and citizens. Citizens 

can pay taxes, transfer money, vote, buy prescriptions and sign documents online and 

much more in digital mode. It would be interesting to find how Estonia is doing it. 

 
4.2.1 Introduction 

 

Estonia’s use of leading-edge information and communication technologies in the 

public sector and governance has placed it at the forefront of countries that are aiming 

to reform their public service delivery and provide transparent governance. They have 
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built an end to end digital nation in a span of fewer than two decades. 99% of public 

services are available online to Estonian citizens. These online services provide the time 

and cost efficiencies not only to the users but to the government as well (“e-Estonia—

We have built a digital society and so can you,” n.d.). 

 

The significant point here is that Estonia has achieved this level of service delivery not 

by building few websites or by adding technology to existing structure and processes 

but by systematic redesigning its entire information infrastructure on the principles of 

openness, privacy and security.  

 

4.2.2 Some Basic Facts 

 

According to the 2011 census, 1.29 million people live in Estonia in the area of 45 227 

square km. It is divided into 15 counties, 213 municipal districts including 30 towns 

and 183 parishes. 

 
Figure 17: Estonia on the world map (Source: Wikipedia) 

After regaining independence in 1991 from erstwhile USSR, Estonia became a 

parliamentary representative democratic republic. The Prime Minister, with his cabinet, 

exercises executive powers. The Parliament exercises legislative powers. The Judiciary, 

independent of the Executive and Legislature, exercises judicial powers. Ministeries, 

headed by ministers, handles different areas of work. Ministries are further separated 

in departments, divisions and bureaus. Ministers are assisted by the Secretary-General, 

as a head of the Departement, who, on the recommendation of the Minister, is appointed 

by the governor (“Estonia—Wikipedia,” n.d.). 

 

After independence, it transitioned from the state socialist economy to a capitalist 

market economy. Its economic growth was about 7% per year between 2000 and 2008, 

which placed it amongst the top three fastest growing economies in the EU.  

 

To deliver public services, the government organisations, state agencies and public 

institutions and foundations are there. After independence, core services were built 

from scratch. 
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4.2.3 Public Service Delivery: Historical Context 

 

Today Estonia is the world’s most digitally advanced county. Its digital transformation 

has been a continuous process over three decades, starting in the early 1990s, when 

Estonia regained its independence to the present day. In the mid-1990s, it was one of 

the first countries in the world to draft an e-government strategy. At the time of 

independence, its institutions and infrastructure were challenging. During Soviet 

occupation, it missed a good deal of the technological progress made by the Western 

world in the 1960s, ’70s, and ’80s (Drechsler, 1995). 

 

After independence, in the first free elections in Estonia, the new set of politicians were 

in their late-20s who had disruptive thinking. They aspired to create a ‘minimal and 

efficient state’. They were inspired to reinvent their institutional, administrative and 

infrastructural architecture, adopt western technologies, products and services rather 

than struggling to upgrade inherited Soviet technical, production and service systems 

(Drechsler, 1995). 

 

4.2.4 Initiatives on Platforms 

 

Government as a Platform was not an explicit model in the development of Estonian 

digital government. However, their system is like the platform, without saying it as the 

model, explicitly. It is ranked amongst the best for its digital public service 

infrastructure, which is universally available and mandatory, and a vital backbone of 

public service delivery. It has developed three layers of the platform concept- a system 

of registries and data exchange that allows departments and agencies to share data (X-

Road); a system of digital and mobile identification (eID); and a service layer accessed 

through state portal.  

 

X-Road system: Estonia developed X-Road to ensure secure communication between 

different databases, processes, and technologies used by various departments and 

agencies in services delivery. It is a secure Internet-based data exchange layer that 

enables the state’s different information systems to communicate and exchange data 

with each other. X-Road acts as a platform for application development and facilitates 

the state institution to extend its physical services into an electronic environment easily.  

 

If an institution or a private company wishes to develop an online application, it can 

apply for joining the X-Road and automatically can get an access to host of the services 

like client authentication (either by ID-card, mobile ID or the internet banks 

authentication systems); authorization, registry services, query design services to 

various state-managed data depositories and registries, data entry, secure data exchange, 

logging, query tracking, visualisation environment, central and local monitoring, and 

many more. X-Road offers seamless interaction between those extending their services 

online and different datasets and services of the government agencies (Vassil, n.d.). 

 

https://e-estonia.com/solutions/interoperability-services/x-road/
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Estonian departments and private-sector utilities (e.g., energy, telecom, banks) 

maintain independent databases but enable other public government institutions to 

access them securely. Citizens can use a single password to access different government 

websites. When one agency collects information on someone – say an updated home 

address – it is updated in a centralised database that all agencies use. For example, if 

the address is updated on a tax form. All other departments become aware of the new 

address within seconds. The system also makes citizens see who has accessed their data 

to ensure no one is doing so without proper authority. 

 

Building a new service is very easy, quick and efficient in the system. The departments 

require only to connect to existing databases and applications, take the data they need 

and build the “last mile” to the user.  It is like off-ramps and access roads making use 

of the existing highway system instead of building another highway from scratch. 

Though building the core infrastructure is a challenging task, but once it is done right, 

it creates enormous benefits of better, more flexible services at radically reduced cost. 

 

The figure on the next page depicts the conceptual logic of the X-Road. The figure 

shows that the X-Road is a decentralised system. It is a platform for efficient data 

exchange, but the data belongs to those institutions that join the X-Road. It does not 

monopolise individual data repositories. X-Road, by its design, requires every joining 

institution to share their data with others if needed and necessary. Every joining 

institution and every developed application is legally encouraged to use the data stored 

in other repositories to avoid repetitive data collection from the client side. Because the 

data sharing enables the development of more convenient services than those 

institutions would be able to pull off single-handedly, this system implicitly 

incentivises the reuse of the data. The seamless user experience of the collective process 

creates the interest, both form state institutions to develop digital services as well as 

individuals to reach out to the state. 

 

In addition to citizen-state interaction, X-Road is particularly suitable for queries 

involving multiple agencies and information sources. For example, checking the 

vehicles registration data requires data retrieval from the population registry and 

vehicle registry – the two unconnected data repositories. According to the State 

Information Authority, the conventional offline approach would require three police 

officers working on the request for about 20 minutes. With the X-road, one police 

officer, within seconds, conduct the entire information retrieval.  

 

The electronic ID (eID): eID is based on the national Public Key Infrastructure (PKI) 

authentication and digital signature. It is used as a container for the certificates. 

Through the secure system of identification and authorisation, every user identifies 

himself to the system through digital signatures and access services from the public and 

private sectors.  
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Identity cards function as both a physical identity document (they have a photo and 

biometric data) and an electronic identity. Each card contains a chip having two digital 

certificates, one for identity and one for digital signing. Four-digit PINs protect the two 

digital certificates (Vassil, n.d.). 

 

To avail, any service, ID card and identity PIN are used. Then, if the user needs to 

submit something during the session that would typically require a signature, he enters 

his electronic signature PIN to create a time-stamped digital signature. 

 

Recently, Estonia has introduced a SIM card equivalent, so the user needs a card reader. 

He gets a special SIM card containing the digital signatures, and his phone acts as the 

card and card reader combined. People can sign into the services, like banks, public 

transport, using their mobile phone number.  

 

 
Figure 19: Schematic structure of X-Road (Source: X-Road.eu) 

Figure 18: Estonia eID (Source: ec.europa.eu) 
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Platform eesti.ee: Citizens can access more than 800 services on the official Estonian 

State eService portal since 2003. Any citizen interacting with the service layer can see 

who has accessed, why has accessed their data when they log on as there is an audit 

trail of all accesses and changes to the data. 

 

As a general rule, government systems in Estonia are not permitted to store the same 

data in more than one place. Data of basic personal details for each person like a unique 

identifier, name, date of birth, sex, address history, citizenship, and legal relationships 

are the most apparent examples of this rule. This profile of basic personal data does not 

need to be held in any other system: they need to maintain a unique identifier. This 

distribution of data provides some degree of data protection as there is no one place 

where all the information about someone is held. The entire nation’s family tree can be 

visualised back until about 1950. The Estonians are confident that their database is as 

close to 100% complete as it is practically possible to get (Vassil, n.d.). 

 

Estonians can see who has viewed their data. It is against the law to view someone’s 

data without appropriate reasons. All access is logged. E.g. one could see that a doctor 

had accessed his health records, followed by a pharmacist to get details of the 

prescription required. No bits of paper are needed. 

 

It is technically possible that some official somewhere could have access that does not 

leave a footprint. However, it is claimed that the systems as a whole are independently 

audited regularly to ensure trust remains high. Estonia cannot afford for people to lose 

trust in their system. 

 

Digitalised Services built on Platforms: The early introduction of the three layers 

enabled for almost all public services a long tradition of digitalisation, with digital 

services established across different public sectors over the years. This includes e-

Police (from 2005), which provides communication and coordination for police 

services; and e-Business (2007) that links to a data registry of all legal entities registered 

in Estonia and includes a portal that allows online Company Registration for new 

businesses and nonprofits. Some of these services are specially for professionals to use 

such as eNotary, an online platform for notaries to allow them to prepare agreements 

and communicate with state agencies, while some are for all citizens, such as i-Voting 

(from 2005) which enables voters to cast ballots online from any location. The eHealth 

system integrates data from different healthcare providers to provide a comprehensive 

record for each patient that can be viewed by both doctors and patients through the 

Patient Portal. One of the most widely used digital services is eSchool, the most 

successful example of private provision, which provides three-way communication 

channels between parents, teachers and children and allows parents to play an active 

role in their children’s learning. 
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4.2.5 Legal Framework 

 

The proper legislative framework is quintessential to take care of the issues of data 

collection, privacy, security (“E-Estonia-e-Governance-in-Practice.pdf,” n.d.).  

 

Public Information Act (2001) empowers the citizens to get any registered 

information from the public agencies within a given time frame. Also, the agencies and 

holders of public information are mandated to maintain websites and post extensive 

information on the Web. They ensure that the information is not 'outdated, inaccurate 

or misleading'.  

Digital Signatures Act (2000) gives the digital and handwritten signatures equal legal 

value and sets an obligation for all public institutions to accept digitally signed 

documents.  

Personal Data Protection Act (1996), amended to be fully compliant with the EU Data 

Protection Directives, guards the fundamental rights and freedoms of persons in 

processing their data. Personal data is divided into two data categories: (1) 'personal 

data' and (2) 'sensitive personal data', the latter being the sub-class under special 

protection. All processed personal data are protected and registered by Chief processors 

(i.e. controllers) with the Data Protection Inspectorate, the data protection supervision 

authority.  

Public Procurement Act (2007) includes legal provisions enabling eProcurement 

(eAuctions, Dynamic Purchasing System, eCatalogues)  making procurement tendering 

process more electronic. 

 

4.2.6 Important Principles of Digitisation (Kattel, n.d.) 

 

The once only principle: In Estonia, citizens and businesses provide their information 

to the government only once, and the X-Road data exchange layer makes this 

information available to all other government actors.  

 

No legacy principle: As a principle, public digital infrastructure should not use 

technology solutions that are older than 13 years.  

 

Build versus buy principle: the priority is to build systems from scratch rather than 

buying ‘off-the-shelf’ software systems from ICT vendors. It was particularly true for 

Estonia in the early stages of digital transformation. Rather than purchasing large-scale 

solutions from established vendors, government departments and agencies were 

encouraged to find open-source solutions. It also forced departments and agencies to 

develop their digital agendas 

 

Interoperability and security principle: Rather than seeking to create centralised 

databases and information systems, the focus is on the secure interoperability of data 

systems. The high level of interoperability made possible by the x-road data platform 
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and its connected applications are based on the principle that an ICT system has to be 

interoperable with other systems. 

 

Actors’ Roles & Responsibilities: the participants in the digital public service in 

Estonia are the politicians, administration, private sector, citizens and the society as a 

whole. After independence from erstwhile USSR, the commitment of political 

leadership to use digital technology to bring ease in service delivery made it early 

adopters of latest technology. Private sector participation filled the gaps in investments; 

computer education in schools gave societal acceptance which eventually led to its 

success. 

 

4.2.7 Political Leadership 

 

The government, in the first years of post-communist transition, took critical decisions 

that established the basis for future development. Structural changes were born from a 

complex interaction between political strategies, historical-cultural convictions and 

environmental pressures. It was a thorough break from the old legal, political, social 

and economic orders. The organisations inherited by the communist system were not 

part of horizontally and vertically integrated hierarchies of administration. Public-

sector reforms were taken more to overcome the legacy of socialism and less by an 

assessment of the new requirements accompanying political and economic change. 

Becoming part of the European Union was also one of the drivers of the change 

strategies to increase administrative capacities. There was an emphasis on the 

coordination and ‘whole-of-government’ initiatives. (post-communist development of 

administrative structure in Estonia) 

 

There was an emphasis on transition by replacement. The newly elected government 

privatised state-owned companies, transformed the finance sector, changed the funding 

and governance of R&D (Kattel 2012). It proved particularly crucial for ICT because, 

in both private and public sectors, it encouraged a focus on new IT solutions as opposed 

to large-scale, centralised legacy systems.  

 

The idea was to ‘leapfrog’ the West’s technology since the five decades of Soviet 

occupation was perceived as lost time. In political discourses, the success of neighbour 

Finland and Nokia led  the question from Lennart Meri, Estonia’s first president after 

its independence in 1991: ‘What is our Nokia?’ Lacking the political will and economic 

competence to build its noteworthy industry, it turned to develop IT as a general-

purpose socio-economic skill that most of the citizens possess.  

 

The foundation of Estonia’s e-government projects, the ID card was introduced in 2002. 

It was a result of a coincidental interaction between banks and government, inspired by 

Internet banking services that had been launched by Estonian banks in 1996.  The 

commercial enterprises such as banks initiated digitalisation projects to cut costs and 
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increase competitiveness, and the Estonian political leaders saw digital technology as a 

tool for “creating a minimal and efficient state”. 

 

4.2.8 Administrative Machinery 

 

Central Information Officer (CIO): At the National level, he is operating as a 

political strategist under Cabinet office, responsible for the development of the State 

information policy. He forms the state's economic policy and economic development 

plans, including the development of state information systems, research, development 

and innovation.  

 

Estonian Information Service Authority: It manages the basic infrastructure -X-Road, 

eID, official state portal. It also monitors the legislative process concerning the 

management information system requirements. 

 

Department of State Information Systems (RISO) of the Ministry of Economic 

Affairs and Communications is responsible for the development and the 

implementation of State IT strategies at the central level.  

 

e-Estonia Council is a government committee that directs the development of digital 

society and e-governance in Estonia. Five experts and ICT sector representatives and 

three ministers are members of the Council. Prime Minister chairs it. Other government 

institutions and experts are involved in the work upon need. It directs the development 

of digital society and e-governance in Estonia. Five experts and ICT sector 

representatives and three ministers are members of the Council. Prime Minister chairs 

it. eGovernance Academy  

 

eGovernance Academy: is a non-governmental, non-profit organisation, to promote 

the use of ICT in the work of Government and democratic practices. It aims to train and 

advise leaders and stakeholders in using information and communication technology 

(ICT) to increase the efficacy of the public services, improve democratic processes and 

build open information societies.  

 

The Estonian Data Protection Inspectorate: is an independent agency placed under 

the authority of the Ministry of Justice. EDPI is acting as the defender of all information 

rights (both privacy (Personal Data Protection Act) - and transparency-related) and 

supervisory authority for freedom of information matters (Public Information Act) and 

direct marketing (Electronic Communications Act).  

 

4.2.9 Societal aptitude and acceptance  

 

With compulsory IT education since kindergarten and IT skills classes for digitally 

challenged adults since independence in 1991 has made the Estonian society ready to 

receive digital delivery of public services. The acquisition of necessary ICT skills has 
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been a priority for individuals, the government, and the private sector. People’s 

awareness of the potential and threats of the information age has been raised with the 

information society awareness programme. Safe online behaviour is particularly 

emphasised. 

 

e-Estonia, the website of the Estonian government, claims that they are named as the 

most advanced digital society in the world by Wired. 99% of the services are delivered 

digitally to the citizens. There are only three things that can not be done online- get 

married, get divorced and buy real estate. After its independence, its citizens trusted the 

government in the country’s reform process; that is why the government could initiate 

the digitisation process. In the year 2000, the first digital service was introduced. 

 

It is not that everyone is tech-savvy in Estonia, but the ease of use of the tech services, 

mixed with the IT education offered, makes the citizens able to access the services 

without hassle.  Internet use of adult population increased from 29% in 2000 to 91% in 

2016. Since 2000, the internet is the fundamental right of the citizens.  95% of the 

population file their tax returns through the internet, and 90% of the working-age 

population use internet banking. (eesti infoühiskonna arengukava, 2020, n.d.) IT skills 

are taught from kindergarten and kids aged seven can already code their games. IT 

classes are compulsory, and it aims to have digital-only material in classes by 2020. 

There is also a re-skilling program for post-graduates to learn more tech-related skills 

and gain an internship at IT firms (Barbaschow, n.d.). 

 

4.2.10 Impact of the platform 

 

All the platform initiatives and the digitisation efforts have made Estonia to create a 

niche for itself by being the most digitally advanced country in the world. It has 

achieved the status of a reliable partner and esteemed opinion leader on matters 

concerning information society and ICT development in various international forums, 

including the EU and the Open Government Partnership. 

 

Digitalisation has given its citizens a better quality of life. Public services are available 

everywhere and to everybody. People have their data always available with them. ICT 

has created communities, cooperation and new experiments in the field of digital 

democracy. Employment in high value-adding jobs has increased. Productivity too has 

increased as a result of using ICT for the development of smarter (i.e. with higher added 

value) products and services (eesti infoühiskonna arengukava 2020, n.d.). 

 

4.2.11 Challenges 

 

The journey to go digital was not without roadblocks. Being digital attracts threats of 

cyberattacks. A massive cyberattack in 2007 brought down most of Estonia’s digital 

infrastructure. After that, it became home to the NATO Cyber Defense Centre of 
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Excellence, which conducts large-scale cyber defence drills. It also created a data 

embassy in Luxembourg, where it stores copies of all of its data (Schulze, 2019). 

 

It requires teaching and educating citizens about the possibility of such attacks and how 

to tackle it, at an individual level and the country level. With the rapid advancement in 

technology, it needs to continue updating the infrastructure or replace its components, 

as and when necessary. Being pioneer in the use of technology in digital delivery of 

services, it not only needs to assess the impact of current technology trends (cloud 

computing, social media, mobility and big data) but also the future innovations (Internet 

of Things, advanced analytics, data analytics) to keep itself ahead of the technology 

curve. 

 

There are still around 0.3 million people who do not use the internet. These are older 

people or people with low income or education levels who do not have means and 

motivation to do it. It jeopardises their access to services, participation in the society 

and the opportunities to find the jobs. Therefore, the challenges of including those 

people into a digital framework are a difficult task for the government. 

 

Many public sector organisations have adopted information technology without 

redesigning their processes and services, which impacts the satisfaction of the uses 

while using the services.  

 

ICT solutions and functions are not built as shareable components in Estonia. The 

choice between consolidation and interoperability to assess their impact on resource 

savings vs risks needs to be done to make an intelligent choice.  

4.3 India 

Indian Governments’ Unique Identification Number program is one of its kind of 

platform initiative in the world. 1.2 billion people out of 1.3 billion population of India 

have Aadhaar number, which is used for targeted delivery of financial and other 

subsidies, welfare benefits and services. Digital India initiative of the Government is 

making the governance structure, processes and systems to redesign itself around the 

citizen needs. 

 
4.3.1 Introduction 

 

Digital India Programme of the Indian government aims to transform India into 

digitally empowered society and knowledge economy. Within the umbrella of Digital 

India- e-Governance, broadband for all, IT-enabled education or telemedicine –

everything is encompassed. Its initial budget in 2015 was Rs. 11.3 billion, which got 

increased to Rs.  30.73 billion in 2018-19.  
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The government has used Aadhaar, digital identification project, as a platform for 

financial inclusion. It enrols 1.2 billion population which till very recently was thought 

as impossible. India Stack, a set of open APIs support digital payments, verify paper-

less records, business and service transactions, all seamlessly linked with Aadhaar. 

India’s ranking in the World Bank’s Ease of Doing Business Index has improved from 

142nd in 2015 to 77th in 2018 due to digitally-enabled policy initiatives and other reform 

measures. It has invested substantially in digital infrastructure. It has now the second-

highest number of mobile phones in the world. However, like other countries, here also 

technological advancement is outpacing policy evolution. (Gupta & Auerswald, 2019) 

 

4.3.2 Some Basic Facts 

 

India, a country in South Asia, is the seventh-largest country by area. It is the second-

most populous country in the world, with more than 1.3 billion people. It comprises 29 

states and seven union territories in the area of 3.287 million square kilometres.  It is 

land of pluralistic, multilingual and multi-ethnic societies. 

 

It is the biggest democracy in the world. In 2017, the Indian economy was the 

world's sixth-largest by nominal GDP and third-largest by purchasing power 

parity. With around 7% growth rate, it is one of the world's fastest-growing 

economies. The country ranks 140th  in the world in nominal GDP per capita and 129th  

in GDP per capita at PPP (“India—Wikipedia,” n.d.). 

 

 
Figure 20: India on the world map (Source: Maps of India) 

India is a federal republic with a parliamentary system.  The executive of the Indian 

government consists of the president, the vice president, and the Union Council of 

Ministers—with the cabinet being its executive committee—headed by the prime 

minister. The President of India is the ceremonial head of state. Bicameral Parliament 

exercises legislative powers. It comprises an upper house called the Rajya 

Sabha (Council of States) and a lower house called the Lok Sabha (House of the 

People). Courts exercise the judicial powers. 

  

4.3.3 Public Service Delivery: Historical perspective 

 

The impetus for e-Governance began with the launching of NICNET in 1987 – the 

national satellite-based computer network. After that, the  District Information System 
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https://en.wikipedia.org/wiki/List_of_countries_and_dependencies_by_area
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https://en.wikipedia.org/wiki/States_and_union_territories_of_India
https://en.wikipedia.org/wiki/Pluralism_(political_philosophy)
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of the National Informatics Centre (DISNIC) programme was launched to computerise 

all district offices in the country. By 1990,  NICNET was extended via the State capitals 

to all district headquarters. In the following years, the governments took a large number 

of e-Governance initiatives at Union and State levels with ongoing computerisation, 

tele-connectivity and internet connectivity. National Task Force on Information 

Technology and Software Development was constituted in 1999.  

 

The inauguration of the National E-Governance Plan (NeGP) in 2006 can be regarded 

as the second phase of e-governance in India. NeGP's flagship project intended to set 

up about 100,000 Common Service Centres (CSCs) across India, one for every six 

villages. This target has already been achieved. NeGP also comprises 27 Mission Mode 

projects, mainly for back-end computerisation of different areas of government activity. 

Also, it seeks the creation of a national e-governance infrastructure of State Wide Area 

Networks, State Data Centres, and National Service Delivery Gateways.  

 

Department of IT’s 'Framework for Mobile Governance' provides the vision and 

strategy for mobile governance. It envisages putting up a Mobile Service Delivery 

Gateway, Mobile AppStore for governance applications, mobile authentication and 

payment gateway, and APIs for different service providers. The department has also 

laid down the 'Policy on Open Standards for E-governance'. It has issued guidelines for 

the use of social media by government agencies. 

 

The Government of India‘s definition of e-governance, using IT to bring about SMART 

(Simple Moral Accountable Responsive Transparent) governance, is rounded and 

broader in scope offsetting the boundaries between good governance and e-governance.  

 

4.3.4 Initiatives on the platform 

 

In 2010, India began an ambitious project of providing 12-digit unique, permanent, and 

digitally secure identification number to its residents by capturing the demographic and 

biometric details. Realising the digital innovation potential and the extensive outreach 

of Aadhaar, a host of other open- source Application Programming Interfaces (APIs) 

were developed over the years viz. eKYC, eSign, Universal Payment Interface (UPI), 

Digilocker, and Aadhaar Enabled Payment System (AEPS). Collectively, Aadhaar, Jan 

Dhan bank account and Mobile phone access (JAM) laid the foundation of India Stack.  

 

India Stack is a name that is imparted to a collection of Open APIs (Aadhaar, UPI, 

eKYC, eSign, DigiLocker, belonging to various public entities in the country), that 

permits governments, businesses, startups, and developers to use a unique digital 

infrastructure to solve India’s tough problems through presence-less, paper-less, cash-

less service delivery. India stock can be imagined as a pyramid, which has the 

Identification and authentication through Aadhaar at its bottom, then Digital Locker for 

documentation, then e-sign based on Aadhaar and UPI (Unified Payment Interface) for 

payments at the top of the pyramid. Aadhaar (unique identity) has significantly 
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improved the problem of service delivery across various sectors and government 

functions. Effective public service delivery is one of the fundamental tenets in the 

design of India stack (“About Indiastack,” n.d.).  

 

The genesis of India Stack and what it aims to do can be traced back to the Open API 

Policy that Government of India formulated in 2015. The policy, through “Open APIs”, 

aims to promote software interoperability of all e-Governance applications & systems. 

It aspires to provide access to data and services for promoting the participation of all 

stakeholders, including citizens. With Aadhaar as the digital spine, IndiaStack can 

completely alter the way individuals and nation function. It is built as the core stack on 

which enterprises, agencies and government bodies can develop their systems and 

solutions to optimise and secure processes and user experience. 

 

Aadhaar establishes the identity of the person intending to do any transaction. 

DigiLocker provides the authenticated documents, e-sign lets the parties sign, and lastly, 

UPI enables the money movement. 

 

Presence-less layer (Identity Infrastructure): The presence-less layer aims to 

provide verified digital identities at any time and place to anyone upon consent. Unique 

Identification Authority of India (UIDAI), the statutory authority, is authorised to issue 

Unique Identification numbers (UID), named as "Aadhaar". UIDAI, while issuing UID 

assigns a unique 12-digit random number to an individual, collects biometric 

details, name, gender, age and address. Later, this UID enables people to easily 

provide identity proof, by the UID number and simple fingerprint scan. It helps in 

removing duplicate and fake identities. It can be verified and authenticated in a simple, 

cost-effective way. The first UID number was issued on 29th September, 2010. 

 

Aadhaar provides a common platform which is integrated with a host of government 

programs of financial and social inclusion, Public Distribution System monitoring, to 

name a few. Aadhar identification has come to become the primary method of 

identification for individuals across government and private sectors. It is not attached 

to any agency, service, or government body. It is a basic identification and verification 

system that can be used by enterprises to verify the identity or build additional solutions 

with Aadhaar as the base. This presence-less layer through Aadhaar is the foundation 

layer on which the other three layers rest. 

 

Figure 21: Aadhaar Card (Source: Paisabazaar.com) 
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Paperless Layer  (Document Infrastructure): The paperless layer comprises of 

Aadhaar eKYC, E-Sign and Digital Locker. These three solutions together constitute a 

paperless ecosystem that verifies, authenticates and stores information and 

documentation digitally. 

 

The Aadhaar eKYC (e Know Your Customer), one-stop authentication process, 

provides easy access to information (name, DOB, address and gender) of an individual. 

Through the Aadhaar identification system, verification processes can be done anytime, 

anywhere and on any device.  

 

E-Sign allows individuals, enterprises and government agencies to digitally sign 

documents, anytime, anywhere and on any device. e-authentication guidelines govern 

it. It has made the signing a document very convenient and hassle-free. 

 

Digital Locker, a repository for documents,  enables secure digital storage of documents 

for people to store, retrieve and share digital documents.  

 

Cashless Layer (Payment Infrastructure): The cashless layer includes UPI (Unified 

Payment Interface). It is like email id for the money. It lets people transfer money from 

any bank account to any other bank account (individuals or merchants) digitally, 

securely and instantly by creating a VPA (Virtual Payment Address). It removes the 

need for other payment infrastructures like POS hardware of physical debit and credit 

cards, making payments frictionless and completely interoperable. It obviates 

international switches like Mastercard and Visa, thus saving on high transaction costs. 

Post demonetization, payments platform witnessed a spike of 50% in UPI transactions. 

The National Payments Corporation of India (NPCI) has put up this platform that, 

connects all the banks and telecom operators in the country. In 2014, 26 Public Sector 

Banks (PSBs) and three private banks joined it, enabling users to access their bank 

accounts, transfer money. It is a significant step to a cashless economy.  

 

Consent Layer: The electronic consent architecture enables user-controlled data 

sharing, data flow and data retention. The consent layer is built to allow people to 

securely offer consent for the data flow between data providers like banks, hospitals 

and telecom companies to data requestors like banks, credit card providers. E.g., if a 

person wants to apply for a credit card, he can provide consent to his bank to share 

relevant documentation to the credit card company to verify his creditworthiness for 

the issuance of a credit card. 

 

https://indiastack.org/ekyc/
http://cca.gov.in/cca/?q=eSign.html
https://digilocker.gov.in/
https://razorpay.com/upi/
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Figure 22: India Stack (Source: bankingtec.com) 

 

 
Figure 23: Evolution of India Stack (Source: indiastack.org) 

 

Platform as a Service (PaaS) by NIC: National Informatics Center (NIC) provides 

the platform to host the websites, portal and web applications with the speed and 

scalability. It offers a variety of service models. PaaS provides database servers and 

pre-installed web so that one can publish and run web applications without worrying 

about the server setup. The servers are pre-configured ready with basic security 

hardening. PaaS service can be used to deploy servers and publish web applications, 

speedily. NIC also provides the operating system & application software licenses as a 

part of the offering. 

 

Open Government Data (OGD) Platform India: data.gov.in is an open 

data initiative of Government of India. This platform is single-point access to datasets, 

services, tools, documents and applications published by ministries, departments and 

organisations of the Government of India. It combines and expands the best features of 

the India government's India.gov.in and the U.S. government's data.gov project. 

 

https://en.wikipedia.org/wiki/Open_data
https://en.wikipedia.org/wiki/Open_data
https://en.wikipedia.org/wiki/Government_of_India
https://en.wikipedia.org/wiki/Government_of_India
http://india.gov.in/
https://en.wikipedia.org/wiki/Federal_government_of_the_United_States
https://en.wikipedia.org/wiki/Data.gov
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MyGov.in Platform: MyGov.in Platform seeks to make citizens active partner in 

nation-building by making them participate in groups, tasks, discussions, polls, blogs 

and talks. Government of India started this citizen engagement platform to promote the 

active participation of Indian citizens in the country's governance and development. It 

aims to crowdsource governance ideas from citizens and reduce the gap between the 

electorate and the executive after being elected. It also gives a real-time dashboard on 

flagship government schemes. 

 

Goods and Services Tax Network (GSTN): It provides a common and shared 

platform to the Central and State Governments, taxpayers and other stakeholders for 

the application of the Goods & Services Tax (GST). It operates APIs and other 

infrastructure needed to run the national harmonised goods and services tax.  GSTN, a 

non-profit company, is owned partly by the federal and state level governments. It 

creates a uniform interface for the taxpayer and also forms a common and shared IT 

infrastructure between the Centre and States. 

 

4.3.5 Principles 

 

Design for the user: In India, the main challenge is of inclusion. The cross-functional 

team under strong leadership built the digital tools to better address the specific context, 

culture, behaviour and expectations of the people. 

 

Based on the ecosystem: The system was designed based on the need of the country. 

The ecosystem of technology infrastructure, culture, political and social structure were 

considered in designing and implementing Aadhaar. 

 

Simple and Minimalist: Aadhar aimed to take a few parameters for storage rather than 

attempting to store 50+ parameters. 

 

Open APIs, open data, open source & open innovation: It had an open approach to 

digital development to increase collaboration and avoid duplication. 

 

Core functionality: Government concentrated on core elements that need to be done 

by the government and let the ecosystem players do the rest. Its focus was on security, 

scalability, maximising the use of open source and ensuring that the design does not 

lock oneself to a particular technology or a vendor. 

 

Design for scale: 1.2 billion population using the Aadhaar and related services itself 

shows the potential of the tool in scalability. It was designed for the scale from the 

beginning. 

 

Collaborative: It shares the resources, information and data across departments, 

organisations and sectors, leading to increased efficiency and impact.  

(“Principles for Digital Development,” n.d.) 

https://en.wikipedia.org/wiki/Crowdsource
https://en.wikipedia.org/wiki/Executive_(government)
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4.3.6 Legal framework 

 

Information Technology Act, 2000: The Act endeavours to provide for the legal 

framework to accord legal sanctity to all electronic records and other actions completed 

by electronic means. It purports to facilitate electronic intercourse in trade and 

commerce, eliminate barriers and obstacles coming in the way of electronic commerce. 

It also aims to promote and develop the legal and business infrastructure necessary to 

implement electronic commerce. It provides norms for data collection and its usage. It 
contains provisions for the protection of electronic data by penalising cyber 

contraventions. 

 

National Cyber Security Policy: National Cyber Security Policy aims to protect the 

public and private infrastructure from cyber attacks. It also intends to safeguard 

personal information of web users, financial and banking information and sovereign 

data. Its mission is to protect information and information infrastructure in cyberspace, 

build capabilities to prevent and respond to cyber threat, reduce vulnerabilities and 

minimise damage from cyber incidents through a combination of institutional structures, 

people, processes, technology, and cooperation. 

 

Aadhaar (Targeted Delivery of Financial and Other Subsidies, Benefits and 

Services) Act 2016 (the Aadhar Act): The Act provides for the issuance of an 

identification number issued by the Unique Identification Authority of India to citizens 

of the country. This number would be used to deliver state subsidies and other benefits 

directly into the hands of beneficiaries, apart from various other uses. 

 

Data Protection Bill: Draft Data Protection Bill, inspired from General Data Protection 

Regulation of European Union, was submitted by Justice BN Srikrishna Committee in 

the Ministry of Electronics and Information Technology to provide for the robust legal 

framework of data protection. The Bill seeks to provide privacy as a fundamental right 

with provisions to protect personal data. It might get passed in next Loksabha. 

 

Actors: Roles and Responsibilities: The political dispensation, administration, public 

and society collectively are the main actors in the entire process of digitalisation of the 

services. The government contemplates that to serve such a massive population size, 

with all sorts of diversity, in just, equitable and fair manner, the digital tools could be 

the enablers. This thinking makes it to gear its administrative machinery to adapt itself 

to the digital ecosystem. With the availability of the digital infrastructure, society is 

accepting the changes and progressing towards the digital society. 

 

4.3.7 Political leadership 

 

Digital India- a program to transform India into digitally empowered society and 

knowledge economy was launched by the Prime Minister Sh. Narender Modi in 2015. 
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While launching the project, he said, “I dream of a digital India where high-speed 

digital highways unite the nation; 1.2 billion connected Indians drive innovation; 

technology ensures the citizen-government interface is incorruptible."  (“PM’s remarks 

at the launch of Digital India week,” n.d.). It has aimed at inclusive growth in areas of 

network connectivity, electronic services, products, manufacturing and job 

opportunities. He gave three vision areas for Digital India programme—infrastructure 

as a utility to every citizen, governance and services on demand driving government 

efficiency and digital empowerment of citizens.  He promised to revolutionise the lives 

of citizens, giving them access to information and services with no delays, thus 

empower them and propel the economy forward.  

 

4.3.8 Administrative Machinery 

 

Ministry of Electronics And Information Technology (MeitY): MeitY aspires to 

promote e-Governance for empowering citizens, encouraging the inclusive and 

sustainable growth of the Electronics, IT & ITeS industries, enhancing India’s role in 

internet governance, development of human resources, promoting R&D, innovation, 

digital services and ensuring secure cyberspace.  

 

Unique Identification Authority of India (UIDAI): UIDAI is mandated to do 

Aadhaar enrolment and authentication, including operation and management of all 

stages of Aadhaar life cycle. It develops the policy, procedure and system for issuing 

Aadhaar numbers to individuals and perform authentication. It is also required to 

ensure the security of identity information and authentication records of individuals. 

 

National Payments Corporation of India (NPCI): National payments corporation of 

India (NPCI) is an umbrella organisation for all retail payments system in India. Its 

objective is to consolidate and integrate multiple payment systems with varying service 

levels into nation-wide uniform and standard business process for all retail payment 

systems. It is being done to create an affordable payment mechanism to benefit the 

common man and help financial inclusion. 

 

National Informatics Centre (NIC): National Informatics Centre (NIC), an agency 

under MeitY provides network backbone, ICT services and e-governance support to the 

central government, state governments, UT administrations, districts and other 

government bodies.  

 

4.3.9 Societal acceptance and aptitude 

 

India’s unique biometric identification system since 2010, demonetisation in 2016 and 

Goods and Services Tax in 2017 has accelerated societies need for digital integration.  

Approximately 10 million eKYC verifications are done every month, using the Aadhar 

platform. In 2018, digital payments using mobile wallets had risen to roughly 15% of 

all the electronic transactions. In November, 2017 alone, around 13 million government 

http://meity.gov.in/
http://www.npci.org.in/
http://www.nic.in/
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documents such as PAN cards and driving licences were uploaded to citizens’ 

DigiLockers. (Hueandscribe, 2018).  

 

Since demonetisation in November 2016, data from the Unified Payments 

Interface shows that the volume and amount of online payments have increased 

exponentially. After demonetisation, The number and amount of deposits have 

significantly increased in Jan Dhan accounts (i.e. low-cost bank accounts under 

Pradhan Mantri Jan Dhan Yojana financial inclusion campaign) since the 

demonetization move. India has made significant gains in the World Bank’s Financial 

Inclusion Index. Digital mobile wallets (e.g. Paytm) have seen their user base surge as 

well. 

 

India has over a billion mobile phones. The data is available at extremely cheap rates, 

giving users the ability to watch video content anywhere. ‘how-to’ tutorials allow 

people to learn skills which can later be monetised. Indian smartphone users download 

about 8.5 gigabytes of data per month, which is more than users in the U.S., China or 

Japan. Study Webs of Active-Learning for Young Aspiring Minds (SWAYAM) in 

partnership with Microsoft, an online portal and app launched in 2017,  provides 

students with free study material. It covers school subjects to post-graduate topics in 

science, humanities, engineering and technology and via interactive ‘digital classrooms’ 

offer the courses. It has offset the poor school infrastructure that is a barrier to education, 

especially in rural areas. 

 

The Meghraj Cloud Initiative to provide a pan-Indian platform, broadband internet to 

rural India, and software-as-a-service solutions, India’s Smart Cities Mission to 

develop 100 smart cities with high-speed mobile internet coverage are increasing the 

access to the digitised services. E-Governance services, such as eTaal (digital interface 

for government subsidies and welfare programs),  eHospital and eSushrut (information 

systems for online healthcare and insurance), eNam (online trading platform for 

agricultural products of poor farmers across India), Jeevan Pramaan (pensioner 

services) are proliferating in the country. The India Stack has reduced transaction costs 

and corruption for a wide range of public services significantly (e.g. schooling subsidies, 

welfare transfers). Commercial services- e-commerce, video streaming, social 

networks, startups are also flourishing, leveraging the India Stack. (Schalk, n.d.) 

 

4.3.10 Impact 

 

UIDAI has pitched Aadhaar as a strategic policy tool for public sector delivery reforms, 

increase convenience and promote hassle-free people-centric governance. As a tool of 

distributive justice and equality, it has facilitated financial inclusion of the 

underprivileged and weaker sections of the society.  

 

Its open APIs has served as a foundation for the ecosystem of services like eKYC, 

digital signatures, instant payment infrastructures. eKYC has reduced the cost of KYC 

https://www.npci.org.in/product-statistics/upi-product-statistics
https://www.npci.org.in/product-statistics/upi-product-statistics
https://timesofindia.indiatimes.com/india/33-5-crore-jan-dhan-accounts-25-6-crore-operative-govt/articleshow/67305970.cms
https://nextbillion.net/india-digital-payments-soft-power-superpower/
https://nextbillion.net/india-digital-payments-soft-power-superpower/
https://www.businesstoday.in/current/corporate/paytm-transactions-wallet-firm-upi-payments-bank-50-billion/story/280040.html
https://cloud.gov.in/
http://smartcities.gov.in/content/innerpage/list-of-projects.php
https://etaal.gov.in/
https://ehospital.gov.in/ehospitalsso/
https://www.cdac.in/index.aspx?id=hi_his_sushrut
https://www.cdac.in/index.aspx?id=hi_his_sushrut
https://jeevanpramaan.gov.in/
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from USD 23.43 to USD 0.16. Before the Aadhaar, large sections of Indians were not 

economically feasible customers for banks. Aadhaar based eKYC is one of the vital 

factors in the opening of more than 309 million new bank accounts since August 2014, 

bringing hundreds of millions of unbanked Indians into the formal economy.  

 

Aadhaar numbers and bank accounts linkages enabled the launch of the Direct Benefit 

Transfer (DBT) scheme, which allows subsidiary benefits direct transfer to beneficiary 

accounts. DBT has helped plug leakages in subsidy delivery by fighting black 

marketing and eliminating fake identities, which deprived deserving citizens of their 

subsidies. The government claims that DBT has saved the exchequer USD 8.9 billion 

between 2013-14 and 2016-17. (“Lessons from the World’s Largest e-Identity Program 

– India’s Aadhaar,” 2018) 

 

Digital India is impacting the lives of all Indians by reaching every sector of the 

economy and every corner of the country. It is reducing expenditure, enabling real-time 

data analysis—and ensuring a faster movement of information and intelligence to the 

policymakers. Each of these, in turn, result in the government machinery taking swifter, 

informed and more accurate decisions and policymaking.  

 

4.3.11 Challenges 

 

Digital infrastructure, content and capacity are the issues before the government in 

promoting digitised services. Putting in place the required digital infrastructure for 

people to access digital services, digital illiteracy, digital divide, providing easy and 

affordable access to the digital services, the universal reach of high-speed data are the 

challenges to address. Despite large-scale adoption, rural internet penetration is still 

only at 16% (Hueandscribe, 2018).  

 

The machinery of the government needs to undergo a sea change in its functioning and 

culture. Making available digitised content in the local language is a mammoth task. 

Cybersecurity, data protection, change management are some of the other concern areas.  

5. Discussion and Analysis of the Cases 

We saw in the literature review that Government as a Platform, through shared data, 

software and services, proposes to better resolve collective action problems at the 

federal, state and city level, and improve the government and governance. Governments, 

in their role as service providers, are always in search of models that can better its 

service delivery to its citizens. In the literature review, we captured the changes delivery 

models have gone through in the last few decades.  After that, we described three cases 

of the UK, Estonia and India in a contextual framework to see how these countries have 

implemented the platform thinking in their unique way. 
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Our research question is, can Government as a Platform be a new model of public 

service delivery. If yes, how it can be done. Here, in the chapter of discussion and 

analysis, we would discuss how the platform initiatives of these countries are better 

resolving the challenges of governance, by taking one country at a time. After that, we 

would analyse these initiatives in three countries collectively in light of the parameters 

of citizen-centric public service delivery, lessons for the governments as given by Tim 

O’ Reilly, described in the literature review.  

5.1 The United Kingdom 

The United Kingdom took the path of digital service delivery in 2011 and made 

Government as a Platform as one of the significant action areas in digital strategy. Its 

GOV.UK website acts as a single platform for citizens to avail government services, 

replacing hundreds of individual website of different departments and organisations. 

This single step has helped the citizens to find the information about the services and 

its processing at one place, much simpler, faster, clearer than before. Financially, this 

platform is estimated to have saved the government £60m per year. It has brought the 

entire gamut of government services at one place digitally, which can be considered as 

the first step to imagine the government as one whole.  

 

GOV.UK Verify platform helps to solve the issue of identity. Once the identity is 

established by the citizen, it can be used across many services. It obviates the need for 

submitting documents all the time to identify oneself across different services. Different 

department too need not have their custom made programs to identify and authenticate 

the person using their services. GOV.UK Registers helps the government departments 

and citizens equally to access the data through open APIs and use it as per the 

requirement. Cleansed and up-to-date data at one platform has obviated the need of 

collecting it by different agencies at different point of time. GOV.UK Pay makes the 

entire process of making payment and receiving refunds from the government easy and 

effortless for the users. It is one platform used that can be used by all the departments, 

organisations and agencies to receive the payments and issue refund, thus removing the 

need of individual solution at the individual department’s end. Citizen, too, need not 

understand the payment mechanisms of individual services. GOV.UK Notify keep the 

citizens updated about the status of the services. This platform has enabled the 

department to create and send thousands of individual SMS updates easily. Positive 

impact of these initiatives on society makes us infer that these platforms initiatives have 

significantly improved service delivery in the UK. 

5.2 Estonia 

Estonia started with a clean slate after its independence from Soviet Occupation in 1991. 

Its astute group of political and civic leaders had the vision and determination to make 

the most of the technological opportunities available and make their country as one of 

the most advanced IT nations of the world. It used ICT as a solution provider system 
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instead of large, old centralised legacy systems. Its project Tiger Leap made technology 

to reach every nook and corner of the country, and its next-generation became 

technology savvy. It used IT as a general purpose socio-economic skill whose 

inculcation in citizens made them IT friendly and better prepared to use it as an 

opportunity. The IT initiatives to join up the government, as envisioned in early 2000, 

were not put under the rhetoric of Government as Platform, but on closer examination 

of these programs, they easily fall under platform initiatives only.  

 

Trinity of X-Road, eID and Platform eesti.ee are the backbone of Estonia’s digital 

service delivery model. Platform eesti.ee hosts more than 800 services that the 

government provides. It makes it easy for the citizens to navigate through these services 

and get it as per their requirements. It can be equated with GOV.UK of the UK 

government. eID helps the citizens to identify and authenticate themselves to access 

different services across different departments. X-Road at the back end joins all the 

departments uniquely by providing a platform of secure, digital exchange of data, 

queries, technology, processes and services across multiple departments and agencies 

of both the government and private sector. The most significant aspect of X-Road is 

that it does not monopolise the individual data repositories of individual organisations 

but facilitates the exchange of data between them on need base. 

 

Its ‘once only’ policy is very beneficial for the citizens as they are not asked the same 

information twice. Once it is given to any of the department, it is, through X-Road 

shared across all the services and all records get updated accordingly. It is different 

from GOV.UK. Registers of data where the register is maintained centrally. Here, the 

data registers are maintained individually by the departments and agencies. It acts as a 

platform for application development and allows private sector too to participate in 

availing its facilities which makes it different than the solutions devised by the UK 

government which can be used by the government only. This system is more open and 

participatory.  The efficacy of the system can be gauged from the fact that more than 

99% of the services are digitised on the principles of openness, privacy and security. 

 

Estonia, with its digital governance, its size and its economic structure, is well prepared 

to tackle its social and economic challenges. In recent years, for example, it has been 

shown that the digitalisation of the health care system (for example, electronic patient 

records) can do an excellent job of making up for some of the weaknesses in medical 

provision (for example, poor hospital network, few doctors). Still, the winners in the 

system are young, well-qualified employees in Tallinn’s high tech clusters whereas the 

public sector employees or agricultural workers, pensioners and non-Estonians in the 

north-east of the country are at the other end of the spectrum. Estonia will still have to 

invest substantially in the expansion of the welfare system to reduce social inequality 

and to avoid serious social tensions. 

 

With the early adoption of technology solutions in service delivery, Estonia has become 

a global think tank of active and multifaceted discussions about the essence and future 
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of information society and its impact on everyday life. It is valued as a global champion 

of digital living, making sure that the three important pillars of the information society 

- free movement of information, security and privacy - are all concurrently ensured. 

5.3 India 

India started e-Governance initiatives in the mid-90s. In 2015, it merged all its existing 

e-Governance programs and projects and came out with a comprehensive, all-inclusive 

mission of Digital India. With the objectives of digital delivery of services across 

education, healthcare, agriculture, finance, justice, etc. it is trying to build a digital 

expressway.  

 

The platform initiative of digital Unique Identity  Number (UID) started in 2010, is the 

bottom-most layer of all the subsequent service add ons. It is somewhat similar to 

GOV.UK Verify or eID of Estonia but its potential is far more than the other two. It has 

made it possible for the governments, both centre and state, to disburse many of their 

subsidies and financial benefit schemes through it. It helps in establishing the identity 

of the person and subsequent authentication through eKYC helps the citizens to avail 

different services of the government and private sector. eSign has obviated the need for 

physical signatures. The cashless platform of Unified Payment Interface has made the 

payment process very convenient and simple for the citizens. It has given them the 

freedom to transact whenever and wherever they want. As all the transactions are on 

record, one can track their spendings. Soon, it can replace cash and card.   

 

India Stack (Aadhaar, e-KYC, e-Sign, DigiLocker, UPI, consent layer) has provided 

the digital platform to link consumers (billion-plus people) and producers of services 

(government, developers, startups, enterprises). It has given the fertile ground to 

developers to create innovative solutions for a common man. 

5.4 Platform initiatives analysis on the parameters of  citizen-centric 
service delivery  

Choice: The citizen may desire the choice of the service provider, service type and 

service accessibility. Platforms in UK, Estonia and India have brought together a host 

of services- government and maybe private, at one place, giving the user the option to 

choose the one he needs to be based on his requirements. The services are provided 

through various channels like online websites, mobiles. The UK and India have kept 

the choices of offline modes of physical forms, face to face interactions, telcos also 

available for digitally challenged citizens.  

 

Information: Easy and timely access to the right information is the primary 

requirement of the users. Platforms in the case study countries have made all the 

relevant information accessible to citizens in one place. Open data platforms in these 

countries have made data and information freely available to citizens and enterprises 

which are being used for developing innovative applications. Initiatives like a 
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government-wide dashboard to underscore project status and risks, use of social media 

to disseminate information have drastically reduced the physical visits to municipalities 

and government offices in these countries. 

 

Voice & engagement: Voice is communicating with the service providers. The 

mygov.in is the citizen-engagement platform of Indian Government to enable citizens 

to participate in the country’s governance and development actively. It is a platform to 

crowdsource governance ideas from the citizens. It seeks to reduce the gap between the 

electorate and the executive. GDS in the UK,  in the service design process, engages 

the user in identifying his needs. It, too, has social media platforms to engage with the 

citizens. In Estonia, citizens can engage with the government with their ideas and 

suggestions at sale.ee.  

 

Responsiveness: Responsiveness is modifying or improving the service based on the 

feedback of the users. Big data, analytics and Open Government Platforms, have made 

these governments build, experiment and iterate the services at a fraction of the cost as 

compared to traditional service provisioning methods. All three governments iterate 

their service delivery based on the users’ responses. 

 

Accessibility: citizens expect that the services should be accessible anywhere and 

anytime and on any device. Digitisation of the services on platforms have made it 

possible. All the platform services in the three countries are accessible at one place at 

any time, anywhere and on all the devices. 

 

The traditional models of service delivery too had these components in varying degrees, 

but the digitisation and platforms have made it more easy, affordable and convenient 

for the government to enhance citizens satisfaction to a greater extent on these 

parameters.  

5.5 Analysis of the case studies on the lessons proposed by Tim O’ 
Reilly  

Tim O’ Reilly proposed seven lessons for the governments in their journey to 

Government as a Platform. In his essay, the first lesson he proposed was that open 

standards spark innovation and growth. In the UK, the emphasis is on open data through 

registers. UK initiatives, www.gov.uk is written in open source and conforms to the 

same standards as the Estonian portal and X-Road. The central portal was a massive 

improvement on previous efforts, where proprietary software and ill-constructed 

outsourcing contracts dominated the system. In the UK, an open data portal, 

data.gov.uk, was created after a sustained push for the opening up of government data. 

Platform in Estonia is ‘open by design’, and its initiatives are built around four core 

values of decentralisation, interoperability, open platform, and an open-ended process. 

Open standards are widely used across all government departments. X-Road is based 
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on open standards, is written in the open-source code. While in India, open APIs are 

there, which allows third parties to build services.  

 

His second and third lessons were to build a simple and participatory system and let it 

evolve. In the UK, simplicity is reinforced through the theme of ‘digital by default’ in 

service delivery. In Estonia, X-Road, simple information exchange layer, ensures 

coordination in the design itself. Further, enabling legislation to ensure the 

interoperability and interconnectedness of digital architecture. Aadhaar in India works 

on the simple principle of collecting minimal information which can be accessed 

through open APIs. It allows third-party creativity and entrepreneurship to build 

innovative solutions on it. The open systems in all three countries are designed to invite 

participation.  

 

His fourth principle of learning from your hackers is less talked about in government 

systems as their systems are devised to be secure from cyber attacks. However, the 

governments organise hackathons with their open data to let developers come out with 

new service applications.  

 

The fifth principle is ‘data mining allows you to ensure implicit participation’. In 

Estonia, one organisation does not have control of all the data; that is why big data 

analytics is not feasible. Governments are not as active in taking advantage of their data 

as is the private sector companies like Google. The entire system (technical, legal, 

process, organisational, and so on) is designed to make analytics subject to scrutiny and 

certain barriers. Also, governments need to draw a balance between data analysis and 

privacy protection. 

 

Next, in the sixth lesson, he proposed to lower the barrier to experimentation. In 

governments, the cost of failure is huge. The platforms have provided the tools to easily 

create the services as per user needs and experiment with them. 

 

His last lesson of leading by example is evident in all the three countries. The UK has 

been much visited as a site of excellence in digital initiatives and even copied, for 

example, by the US and their digital taskforce. Even Estonia is considering taking some 

elements of GOV.UK in the development of their central portal.  The countries are 

attempting to develop the system in such a way that the private sector, users and other 

third parties can chip in and develop the system further. In all the three countries, some 

of  GaaP features work against the lessons of ‘implicit participation through data 

mining’, and ‘experimentation’ or a ‘hacker culture’, given the emphasis on security, 

data protection and top-down designs of the governments. 

5.6 Platforms and the challenges of sustainable urban development  

Though tackling the challenges of sustainable urban development like environment 

protection, greater social cohesion, preservation of culture, improved well being, all 
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depend on the overall improvement in the economy and society, but improved 

governance too has a major role in it. Increase in the efficiency of the public service 

provisions translates into the improved relations between different parts and the levels 

of the government. Digital activities in government, business and social interaction 

have a powerful impact on societal behaviour. Many private platforms, like airbnb, uber, 

lyft, are providing the avenues of sharing of resources. Government platforms 

democratise access to education, finances, welfare, health to the most vulnerable 

section of the population. Digital platforms have shown their potential to provide 

interconnected solutions by sharing of data and other resources. More and more 

entrepreneurial opportunities are emerging in the digital markets. Shared solutions are 

creating unforeseen positive ripple effects in the entire ecosystem, making sustainable 

development goals of UN attainable possibility. 

5.7 Platforms and the hierarchy of governments 

Traditionally, the governments have been organised in a geographical hierarchy of 

national, regional and local governments. Then, within each government, there are 

departments and organisations around the horizontal themes of taxation, power, 

housing, environment, infrastructure, defence, public order and many more. Such 

horizontal and vertical models of the organisation were suited more for the industrial 

age when the means of communication were slow, and services were place-specific. In 

today’s digital era, the tech companies of the US are catering to the entire world in the 

delivery of services. Most of the services can be delivered from anywhere to anywhere. 

Therefore, this distinction between the governments is getting blurred. Moreover, the 

user does not want to get confused with who is doing what. He expects to get the 

services as seamlessly as possible. Now, it is for the governments to network 

themselves in such a way at the back and front end that the users can have a smooth 

interface with the government in their dealings. We have seen that the national 

governments have developed most of the platforms like GOV.UK. Pay and Aadhaar 

which are being used equally by the state and local governments. Different levels of the 

governments should be using the platforms developed and shared by the other level of 

the governments without any inhibition or jurisdictional issues.  

 

Platforms, cutting across horizontal and vertical tiers of government requires new 

perspectives and thinking beyond the narrow individual, organisational interests to the 

overall interest of one whole government. However, it comes with its own sets of power 

dynamics. The existing departments may not like to share their powers and control with 

the new institutions who might operate these platforms. Therefore, it would be 

necessary to have cross-departmental and cross-hierarchical teams in the new institutes 

building digital delivery models to enable better acceptability of the change. 

 

The new service could be made of the parts from the public and private sector, central 

and local government, making it complex and intricate in a relationship. The issue of 

trust too would be critical because the components of the shared system may be 
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operated and delivered by the third parties. It would entail laying down standards, 

regulations and appropriate legislative framework.  

 

Under the platform model, the government would act more like the network of 

relationships rather than silos of horizontal and vertical structures. The governments 

would see themselves as one whole, and the line of distinction between federal, state 

and local can fade in due course. It may exist at the back end, but at the front end, the 

user experience would be seamless.  

 

5.8 The fear of platforms becoming ‘big brother’ 

With the reach, access and ubiquity of the platforms in our life and work these days, it 

is feared that it is becoming the new ‘big brother’. ‘Big brother’, a fictional character 

in George Orwell’s book ‘1984’, keeps every citizen under constant surveillance of the 

authorities through telescreens.  

 

The potential of social media platforms has made the US Government ask for the details 

of all the social media accounts used in the last five years from the visa applicants. It 

gives the government access to all the photos, locations, chats, contacts, travel history, 

associations, habits, preferences of the applicant for their screening and surveillance 

purposes. Already, the big social media platforms like Facebook are facing charges of 

the misuse of the users’ data. Big tech platforms like Google, Apple, Amazon, Yahoo 

use big private data, through big data analysis, algorithms and artificial intelligence, to 

customise user searches, provide personalised content, show targeted advertisement 

campaigns. Most of the users don’t understand how their personal data is being used 

for better or worse. Big platforms have the potential of becoming the tool of totalitarian 

control as envisioned by George Orwell with his ever-present ‘big brother’ screens 

watching everyone.  

 

What is feared for private platforms, equally applies to the government platforms as 

well. The totalitarian, authoritarian governments can misuse the citizen private 

information available on their platforms against their opponents and curb their freedom.  

Loss of privacy and individualism are the price users pay for a lot of convenience and 

comfort in their day to day activities. The question is whether such fears can prevent 

the spread of the platforms in the digital world. The efforts should be to develop a strong 

system of laws and regulations to protect data and privacy. Strict data protection laws 

like the General Data Protection Regulation of the European Union on data protection 

and privacy could be the regulatory tools to control the misuse of the personal data and 

privacy of the individuals. 
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6. Conclusion, Commonalities, and 

Recommendations 

6.1 Conclusion: Answer to the Research Question 

Our research question was “can the Government as a Platform be a new model of Public 

Service Delivery? If yes, how can it be done?  

 

We observed in our research that the governments, world over, are trying out 

‘Government as a Platform’ in their unique ways and getting encouraging results. Our 

three case studies of the UK, India and Estonia confirm it.  

 

These governments recognised that in the traditional delivery models, it faced 

redundant capabilities, administrative duplication cost, and delivered suboptimal 

citizen services. The reasons for the adoption of the platform model were common in 

the case study countries. Existing public service delivery models have outlived their 

relevance and changing expectation of people made the governments experiment with 

the new models of service delivery, in which the Platforms are emerging as winners.   

 

In these three countries, we found that the governments are using the platforms as a tool 

to improve the choice, reach, ease of access, equity, and affordability of their public 

services. Depending on the level of penetration of the digital infrastructure, digital 

literacy and government’s vision, these countries have developed their unique models. 

It is in the initial phase of its experimentation, but it is showing the promising potential.  

 

The various power centres within the government system across different levels of the 

government, departments and hierarchies have their reasons and interests to continue 

with the status quo and not take a quantum leap towards wholesale platformisation, 

unlike the private sector.  The financial capability of the system too is an important 

consideration for making the entire system as seamless as technically feasible to do. 

Legacy systems also exist.  Therefore, platformisation of all services, across 

departments, sectors, governments is a far distant dream for the big countries like India 

and the UK as of now, but the steps were taken towards the platform's creation, and 

usage has started making its presence felt within the governance system.  The global 

community created by the platforms of the private sector may force the governments 

too to move at a much faster pace in the direction of the Government as a Platform. 

 

In conclusion, based on our research and analysis of the implementation of the concept 

of Government as a Platform, we can safely conclude that it can be the fully functional 

model of the public service delivery in times to come as it is already evident from 

various governments’ initiatives on Platformisation. How the other countries can 

replicate it, would be covered later in the section.  
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6.2 Key Commonalities 

Though there are unique approaches in the implementation of GaaP, still following 

commonalities are observable across the three cases discussed: 

 

Strong political will and vision: in all the three case studies, we have witnessed that 

the platform initiatives resulted due to political will and vision as it entailed envisioning 

government as one whole single entity. The strong political push was provided to bring 

different silos of departments and organisations on one platform. The digital strategy 

of UK, digitisation program of Estonia and Digital India initiative of India, all had 

strong central government thrust. Unless heavy political backing is there, the entire 

initiative may fail as it entails agencies/ministries to work together and design and build 

a common architecture to deliver shared services. It is possible because of motivated 

political leadership and will to orchestrate and drive its development.  

 

Financial support: Government as a Platform is a game changer proposition which 

requires substantial financial backing. We see that the UK government started with a 

budget of £ 37 million in 2012 and the Indian government budget allocation for digital 

India in 2015 was Rs. 11.3 billion. Initially, the program requires massive expenditure, 

in transforming the functioning of the government, though, in the long run, lots of cost 

savings start to accrue in running the government on day to day basis.   

 

Digital talent: the technological and digital skills at the right positions in the 

government can speed up the process of change. For this, governments are doing two 

things: bring new digital talent and train the existing workforce. Digital transformations 

call for specialised skills that are in high demand and therefore hard to come by. 

Government organisations often find it tough to attract the best of the talent as the 

private sector can offer higher wages, a more risk-taking environment, and clearly 

defined career paths. However, governments have found ways to attract or nurture IT 

talent for their digital projects.  

 

In the United Kingdom, the government actively search for talented individuals from 

the private sector by offering fast-track career opportunities to high performers. The 

Chief Information Officer and other senior positions are recruited from the private 

sector. The high-performing graduates are offered quick promotion opportunities in 

various government-service areas, including IT. In India, the Government count on the 

in-house talent and also bring specialist from the private sector. Estonia hires people on 

open position-based system. Tiger leap program of Estonia helped it in instilling digital 

skills in its next generation and lead to the emergence of vibrant IT startups. 

 

It also requires upgrading existing workforce skills and knowledge to new standards, 

formats and software, making it a massive challenge for the government to work with 

the existing human resources.  Teaching the old folks the new tricks of the trade require 
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a mix of different ways of imparting digital skills via e-learning websites, FAQs, face 

to face interactions.  

 

Digital infrastructure and digital literacy: in developing country’s context, the 

governments need to create requisite IT infrastructure so that the entire population can 

benefit equitably from the digital service delivery mechanisms. Along with the 

availability of IT, digital infrastructure and digital literacy are must to enable digitally 

challenged population to access the entire range of digital services. It is easier said than 

done. With poor literacy and education levels of citizens, developing countries do 

require to invest heavily in it to let its advantage reach the last person in the line. 

 

Open architecture: open data, open-source software, forms, and transactions to users 

and a third party through APIs (application programming interfaces), and open systems 

based on rules for cooperation and interoperability provide a way for the systems to 

share processes and data – enabling their smart reuse. Building and maintaining useful 

APIs are the key to a smarter and more efficient government, using low cost and 

existing infrastructure. All the three countries are following this architecture, although 

in varying degrees, in their system design. 

 

Public education and awareness: effectively educating citizens about the benefits and 

challenges of digitisation and platforms is a must as they are the ones who are to use 

the system and make it useful. In Estonia, we observed that awareness is excellent as 

more than 90% of people are using online services. The UK is better than India in public 

awareness. India needs to educate more of its population about the use of digital 

services. 

 

Legal framework: countries require a robust legal framework to deal with the issues 

of control, security and privacy of the data. The UK and Estonia governments have 

succeeded in passing the required legislation, regulations and created a suitable legal 

and policy framework to handle the challenges of digital delivery. In India, the Data 

Protection Act, in lines with the General Data Protection Regulation of the European 

Union is yet to be enacted. Unprecedented growth in IT, e-commerce, digital delivery 

of services worldwide, do require countries to have strong legal provisions for handling 

cybercrime and related issues. 

 

Cybersecurity: data security, these days, is a national-security issue. In 2013, the 

World Economic Forum identified cyberattacks leading to critical-systems failure as 

one of the most dangerous global risks. Apart from financial losses, cyber-attacks may 

pose serious reputation risks for companies and governments. Adoption of suitable 

legal frameworks, well-resourced data protection authorities,  an independent judiciary 

and media could be possible steps; the government should take.  

 

To protect critical infrastructure and confidential data, the UK Fusion Cell brings 

together the experts of government and the private sector, in an information-sharing 
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and threat-analysis hub. Estonia, home to NATO Cooperative Cyber Defence Center of 

Excellence, is ranked number one in Europe in Global cybersecurity index. India needs 

to put in place better cybersecurity legislation and solutions. 

 

User trust: simpler, faster and customised user experience can be built on the trust of 

the users only.  User trust is a  delicate balance between security and simplicity, which 

requires good investment in digital trust products and services. We found that in all the 

three countries, people trust the government platforms delivering digital services. It is 

for the governments to keep investing in protecting and upgrading their systems to 

maintain user trust.  

 

Networked cooperation between public and private sector: governments need to 

evolve layers of trusted network relationships between public and private organisations 

and focus on providing better service experience to users, leveraging their respective 

inherent strengths. We noticed in our case studies that the governments had built the 

systems which are being used by the private sector, for data, building on the APIs to 

offer improved services to the citizens. 

 

Unique GaaP models: countries have their unique GaaP models. UK-style GaaP is 

very different from Estonia’s. There is no equivalent of X-Road; the large departments 

operate their databases with few links between them. There is no centralised eID system 

or ID card and the nearest the UK has to a unique personal identifier, the National 

Insurance number, is issued only when a citizen starts to work, rather than at birth as in 

Estonia. The building blocks of the UK GaaP approach are Verify, a federated identity 

system that does not require ID, Gov Pay for making payments to the government, and 

Notify for government agencies to notify citizens of progress on services. The most 

apparent GaaP feature is an official government portal for interacting with services, 

GOV.UK. In India, there is a unique identification number given to every resident that 

is used as a building block to create other services around it. 

 

Measurement tools and parameters: national-level datasets can help policymakers 

assess the specific implications of digitalisation, platformisation and datafication to 

plan for the digital economy. National governments across the board find themselves 

challenged in the measurement tools and parameters to systematically assess changes 

in economic value, job structure (potential job creation and loss), levels of inequality, 

environmental sustainability. It could be a barrier to the development of evidence-based 

policy frameworks for an inclusive digital economy. The big data analysis can provide 

governments with such information. 

 

Organisational reforms to break legacy systems of silos: the present government 

structures and processes are in place for ages. Redesigning them is not easy. It has 

enormous planning, financial, implementational challenges. The organisations need to 

work closely with digital and technology experts to identify their structure and process 

change requirements.  
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It requires horizontal orientation to develop a truly digital organisation, involving reuse, 

sharing and commonality across traditional silos. Use technology as part of a cultural 

shift away from functional business units and to restructure organisations around the 

processes that support public services. It also requires bringing the right change 

management experience and entrepreneurial skills in-house to identify and encourage 

the organisational and cultural changes which are disruptive. The government needed 

to find out how they can make the structure of government more and more 

imperceptible to users. A task requiring the user to deal with several different 

departments needs a one whole government approach of breaking down barriers and 

making the whole thing uncomplicated. 

 

The platform demands the increased engagement of users, expert domain knowledge 

and oversight in-house, an open and competitive marketplace from which to choose 

suppliers, services and products. The UK and India are having issues of legacy, silos, 

different governments at the centre, state and local levels far more than Estonia as it 

started from a clean slate in 1991 and completely redesigned its organisational structure 

and processes. 

 

Government agencies are not fully able to grasp the complexities of the digital context 

as it intersects with traditional policy domains. Working with an ‘ICTs-as-tools’ 

framework, they often do not undergo the paradigm shift in the governance process. 

Though we found common characteristics of GaaP, we have also observed that three 

countries in the case studies have implemented the Government as a Platform in their 

distinctive way depending upon their strengths, weaknesses, opportunities and threats. 

They have developed their unique user-based models that redevelop and redesign 

services around users’ needs and use technology as an integral part of that process. The 

availability of digital infrastructure, digital literacy, people expectations and their 

technological skill, type of organisational structures, their adaptability to technology 

are some of the essential factors in implementing the different GaaP models.  

6.3 Recommendations 

Based on commonalities discussed in the previous section, we attempt to recommend 

the course of action for the countries who intend to use Government as a Platform to 

digitalise their services and better their public service delivery system. 

 

Generate political will and vision: sustained political will and strong leadership at the 

centre, backed up by legislative authority and active organisational drivers is the first 

prerequisite for digitalisation and platforms to succeed in any country. Therefore, the 

top leadership of the country should be motivated and needs to percolate that inspiration 

and vision down the line for gearing up the entire government machinery for a 

significant change. 
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Create a cross-functional motivated team: specialised functional teams are required 

to work on platforms, ecosystem,  data is transitioning to a digital, web-enabled 

platform-ecosystem operating model. In the UK, GDS engaged the seasoned digital 

leaders from different public departments, thereby ensuring the needed experience, 

expertise, and confidence of those departments. The unit worked to build the thrust for 

the demanding change efforts by publishing its strategy, planned objectives for each 

department, and reported performance against those goals. It has been transparent in its 

functioning, and every detail of its working has been made available online for others 

to see and adapt. The teams could be divided based on the work they would be attending, 

like standards and infrastructure team, data team, design team, research team, content 

team. 

 

Identify common components of service delivery: identify things that can be used by 

various services quickly and cheaply. Find parts that can be built once and used again 

and again. Solve common problems once by providing a variety of shared components, 

patterns and guidance. Service teams need to design, assemble and iterate services. The 

ways to identify the shared components and duplicating services could be using 

Wardley mapping, examining governance processes, and surveying service providers. 

The system requires an agile, an iterative way based on feedback to improve and 

develop the newly developed shared product and services. 

 

Identify user need in service design of each component: The users of the component 

could be the end consumers, developers, other government departments & 

organisations, politicians, or administrators. Conduct user research, focus on user needs 

and outcomes, not current processes and organisational structures.  

 

It is about finding the best way to design and deliver services. Existing Structures and 

operations should not be blindly digitalised. For example, every organisation requires 

some form to be filled in by users to get the services they offer. The service design team 

need to examine where would the form be available, is proper guide available to fill it, 

does it require unnecessary information or the information is already available with any 

other organisation within the system, what evidences are to be attached with the form, 

are they necessary or just the duplication. Without examining these issues, the existing 

inadequacies and inefficiencies of the system would creep into the digitalised system. 

Therefore, the first improvement is required in the content and design, which can not 

be done by the digitalisation alone.   

 

A team of user researcher and content designer is necessary to guide service providers 

to improve and publish their forms. Do joint user research with the teams who are using 

the platform to understand the user-facing parts and overhaul them for simplicity, 

efficiency and convenience.  

 

Redesign the work processes: redesign the work processes of multiple departments 

and agencies involved in providing any product or service in such a way that it is 

https://blog.gardeviance.org/2015/02/an-introduction-to-wardley-value-chain.html
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designed as per the needs of the users rather than the structure of the departments. For 

that, the cross-functional teams need to sit, do user research and redesign the system. 

 

Create a shared platform: Build shared platforms for common components, obviating 

the need for multiple payment gateways, hosting setups and other systems. Explain the 

potential of shareable components to probable user departments and users. Create 

public APIs permitting others to build on the top of a product and service designed by 

the government teams.  

 

Create better services: On shared platforms, create services quickly, easily by joining 

existing building blocks of the components. Services should be designed around the 

needs of the users rather than around government organisations.  It should be an end-

to-end solution, including public-facing front end and back-office processes, across 

multiple channels (online, phone, face-to-face). 

 

Lay the digital foundation: invest in creating hybrid infrastructure, integrating both 

physical and digital aspects across all type of infrastructure, that transport goods, people, 

or information, to unlock the potential of digitalisation. It would enable harnessing the 

market forces, enhancing efficiencies, providing real-time insights for smarter, better 

public services.  

 

Use an open and flexible architecture: Deliver meaningful improvements in public 

services by becoming open- open standards to open source software to open 

architecture. Use and reuse commodity and utility components within an overall 

architectural framework instead of building them time after time. Open up the 

traditional vertical silos of multiple similar functional needs to enable them to be turned 

into common, horizontal building blocks supported by dependable use of open 

standards.  

 

Use flexible architectures. E.g. make use of cloud computing as a new form of 

deployment platform. Take advantage of solutions and services on the cloud to adopt 

utility solutions to common needs and drive out costs while improving quality and 

performance. Establish a sustainable and open platform for innovation – an open 

platform model that allows government services to become available to citizens when 

and where they need them.  

 

Create a legal framework: approve the legislation, regulations, policies that build the 

legal framework for digitalisation, platformisation of the services. The rich data pool 

coming to platforms require standards and rules to use it based on the principles of 

privacy and security. Countries need to replace their separate legislative silos for the 

internet, audio-visual media, and electronic communications with one regulatory legal 

framework for their digital services, to guarantee a level playing field in 

the digital value chain. Streamline the regulations to enhance the private sector 

investment in digital services. 
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Create an ecosystem of collaboration and co-creation: create an ecosystem of 

collaboration and cooperation on platforms as it requires sharing of components, tools, 

and systems. Have a system that allows and incentivise others to plug into it.  Enable 

third parties to use the platform and create products and services to fulfil user 

requirements.  

 

Build Digital trust strengthen public confidence in cybersecurity, data privacy & fraud 

protection, authenticity and accuracy to innovate. Design and enforce privacy-based 

consent models with clearly defined standards for organisations collecting information. 

Design services, from inception to delivery, with inclusion and trust in mind.  

 

It is not a matter of technology in isolation, but about the way all public service channels 

operate, whether the end delivery of a service is face-to-face in the home or a 

government office, or delivered on to a mobile device or PC screen. Government has 

the opportunity, and obligation, to lead by example in these crucial areas – and to build 

exemplars of trust. Suspicions about governments’ use of citizens’ data are likely to 

complicate the move to digital organisations. The conversation on data governance 

should not be limited only to personal data processing but equally with the distribution 

of value and concentration of economic power in the digital economy.  

 

Bridge the digital divide: to universalise digital usage of services, bridge citizens 

ability to adopt the technology by focusing on digital literacy, creating digital 

infrastructure, generating content in the local language, providing affordable broadband, 

forming digital clubs and taking many similar initiatives. Identify the reasons for the 

digital divide- gender, age, education, income, area and build strategies accordingly, to 

address those challenges.  

 

Become a market maker: governments need to become a market maker with a cross-

industry perspective. It needs to create a minimum core of the platform and a few 

examples of services on the platform, using the open data. Then, it can provide 

incentives to encourage new platform products and services by new players in the 

market and minimise existing monopolies, if any. 

 

Adopt an iterative approach: apply agile approaches in all aspects of service design 

and delivery. Encourage styles of service delivery that move away from early and 

artificial lockdown of decisions towards controlled discovery, experimentation and 

innovation. This transition is essential if the government is to avoid repeating the 

project delivery failures and costly overruns of the past.  

 

Make adaptive policies: make data & evidence-based policies based on real-time 

insights gained through data mining and data analysis. With data available scenario 

planning, impact assessment can easily be done. Agility to experiment, learn from 

mistakes is possible due to the quick creation and destruction of service products.  
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Launch innovation labs: to design and develop innovative products and services 

centred around users, launch innovation labs to address the challenges and opportunities 

offered by digital disruptions. For that, create a multi-disciplinary team of experienced 

and fresh recruits in the field of product engineering, data engineering, platform 

architecture and transformation, digital operations, and service design to capture new 

value from digital. 

 

Explore new sectors: explore the potential of data, platform and AI innovation to 

further public interest outcomes in vital areas such as agriculture, health, education, city 

planning and many others which as on date remains unexplored. Digital initiatives in 

these sectors would have a huge multiplier effect in the improvement of the quality of 

the life of people. 

6.4 Future research themes 

Though rich literature is emerging on platforms, at present, there is no real theory of 

the collective consequences of these diverse platforms, public and private, on the 

overall economy and society. There is an immense need for future research in 

measurement tools and impact assessment of the platform economy. 

 

Platforms, digital services, mobile apps altogether, enabled by ICT, are becoming a 

new architecture of the governance.  Government and private sector together need to 

better exploit its potential to provide the users with the best of the service experience. 

We are hopeful that soon, the governments, through platforms, would be able to offer 

customised user services by making better use of data analytics and artificial 

intelligence. The governments would be simpler, smaller, faster, flexible, integrated 

and agile to reshape swiftly as per the requirements of the service ecosystem. Big data 

analysis and insights would drive swift decisions and policymaking. Relationship 

between the state and citizen would be transformed forever.                                                                                                                                                                                                                                                        
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