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Jonathan Nally, Editor
gtr@westwick-farrow.com.au

 Insider
Data makes all the difference
The explosion in the availability of data, and the ability to successfully analyse it, 
is transforming the way governments interact with the public, reduce expenditure 
and deliver better outcomes for all.

“Data is one of the greatest assets held by government, but when it’s buried away in 
bureaucracy it is of little value.” Those are the words of the NSW Minister for Innovation 
and Better Regulation, Victor Dominello, spoken last year at the launch of the state 
government’s new IT strategy, and in particular the establishment of its whole-of-
government data analytics centre (DAC). Indeed, NSW is leading the way in this field, 
although other states and federal agencies are not far behind. Making effective use of 
all the data collected by government, analysing it carefully to tease out hidden gems, 
hopefully will result in service delivery that is more targeted and more efficient than ever 
before. At least, that’s the promise — only time will tell if that promise will be realised.

Collecting better data and making more effective use of it is also one of the aims of 
Melbourne’s Smart City approach. Whether it’s knowing when rubbish bins need to be 
emptied or identifying vacant parking spots, Melbourne hopes to improve the day-to-day 
experience of its residents and visitors through the use of technology to make their lives 
easier. The person in charge of this effort is Michelle Fitzgerald, the city’s chief digital 
officer (CDO). Melbourne is only the second local council area in the country to appoint a 
CDO, so she’s helping to lead the pack. Our interview with Fitzgerald in this issue outlines 
her ambitions for the city and its future.

Another way to use data to improve lives is through capitalising on the benefits that 
geographical information systems (GIS) bring. GIS is helping governments tackle transport 
planning, water security issues, renewable energy installations and many more areas of 
concern. All of these jobs were possible before, but GIS is making achieving them so much 

faster and more cost effective.
Finally, our roundtable this issue canvasses the topic of customer service, 

and what governments need to do ensure they meet their obligations while 
also supporting efficiency, cost-effectiveness and security requirements. 
With modern-day consumers being accustomed to interacting with 
organisations via online methods, departments and agencies need to 

ensure that services and information are available online, are easy to use 
and respect people’s privacy concerns. This is not news to those departments 

and agencies, of course — they’re fully aware of what they need to do. But to 
get some outside perspectives, we sought the views of three industry leaders who have 
expertise in this area, to get some idea of where customer service-aimed efforts need to 
focus.

All material published in this magazine is published in good 
faith and every care is taken to accurately relay information 
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that all necessary safety devices and precautions are installed 

and safe working procedures adopted before the use of any 
equipment found or purchased through the information we 
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company. Westwick-Farrow Pty Ltd does not quantify the 

amount of local content or the accuracy of the statement made 
by the source.
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Headlines

Microsoft tablets for 
5000 Western Sydney 
Uni students

New secretary for Department of Communications 
and Arts

Western Sydney University will provide 5000 Microsoft Surface 3 
devices to commencing students in 2016 as part of the university’s 
wider strategy to foster innovation and industry alignment.

Acting Vice-Chancellor Professor Denise 
Kirkpatrick said the university is working in 
conjunction with Microsoft and other partners to 
provide innovative and highly engaging learning 
opportunities with the use of contemporary 
technologies.

“Several years ago Western Sydney University 
became one of the first universities to provide 
devices to students as part of its flexible learning 
program,” said Professor Kirkpatrick.

“The 2016 program takes that a step further 
as the university works with industry-leading 
technology partners such as Microsoft to determine 
the most suitable device for each of our courses.”

Microsoft Australia Managing Director Pip 
Marlow said Microsoft is delighted to be working 
closely with the university.

“We see the role of technology as a driver of 
change in the way students learn the 21st-century 
skills they need to become our future leaders,” she 
said.

Students can create, collaborate and analyse 
problems with the Surface 3 device, which also 
functions as a full PC, with touch, keyboard and the 
Surface Pen.

Microsoft will be on campus at the university 
during the enrolment process to offer demonstrations of its 
Surface 3 devices and advise on how to maximise the learning 
experience for both students and staff.

Dr Heather Smith PSM has been appointed the new secretary of 
the Department of Communications and the Arts, replacing Drew 
Clarke, who was promoted to chief of staff for Prime Minister 
Malcolm Turnbull.

Dr Smith is currently a Deputy 
Secretary in the Department of the 
Prime Minister and Cabinet where she 
recently headed the Prime Minister’s 
taskforce on innovation and led work 
on public data policy.

She was also Australia’s G20 
sherpa during 2014 at the G20 
Leaders’ Summit, which was the 
largest international meeting held in 
Australia. The event was considered 

highly successful with major outcomes that will strengthen global 
growth, enhance economic resilience and advance collaboration 
on trade and energy.

Dr Smith was also awarded a Public Service Medal (PSM) in the 
Queen’s Birthday 2015 Honours for her 
outstanding public service as Australia’s 
sherpa.

“She has had an extensive and 
distinguished career in the public sector in 
a number of roles and brings a wealth of 
experience and expertise to this position. I 
congratulate Dr Smith on her appointment,” 
said Prime Minister Malcolm Turnbull.

Dr Smith’s appointment is for five years 
commencing on 25 January.

©G20 Australia. C20 Summit Day 2. Dr Heather Smith 
addressing the C20 Summit.

Image courtesy of Microsoft.
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Headlines

AEC to host public websites on AWS

New app for irrigators 
cuts costs
A free app has been developed that will simplify crop irrigation in 
Western Australia — it draws on real-time data from the state’s 136 
weather stations.

The Irrigate WA app is designed to help the more than 2500 
agricultural irrigators in WA schedule their watering time, volume 
and duration.

Agriculture and Food Minister Ken Baston 
said growers could tailor the easy-to-use 
app to individual paddock requirements to 
optimise water use and crop potential.

“Fruit and vegetable growers, as well as 
pasture producers and turf providers, can 
use the app to water their crops at the right 
time with the right amount of water on any 
given day,” said Baston.

The app takes into account the production 
area, soil and crop type, irrigation system, 
plus daily rainfall and evaporation rates.

It also provides a field diary for growers 
to track water meter readings and to record 
harvest details, which they can use to 

develop benchmarks for water use efficiency.
Developed by the Department of Agriculture and Food, the 

app is part of the Royalties for Regions $78.205 million Regional 
Development Water and Natural Resource Management initiative 
that aims to drive improved irrigation practices and build 
sustainability in agriculture businesses.

The Australian Electoral Commission (AEC) has selected Amazon Web Services to host its online digital 
services across all its public-facing websites.

The AEC has contracted SMS Management & Technology to help migrate the organisation’s public-
facing websites to the AWS cloud. The agreement includes implementation services and ongoing 
cloud-managed services to ensure the system stays up to date with technology evolutions.

AEC websites are expected to collectively receive over 100 million hits on election night alone next year.
The AWS-based system to be implemented by SMS will be scalable to support such heavy traffic spikes 

and support the peak capacity demands required during elections.
“AEC’s digital services are perfectly suited to a public cloud platform because of the varying demand,” 

SMS director of managed services Murray Rosa commented.
“SMS, together with AWS, were able to provide a highly secure, scalable and flexible solution 

that responds rapidly to the peak capacity demands required during an election period.”
AWS head of channels and alliances Stefan Jansen added that the company’s “public 

sector customers understand the benefits of the AWS cloud to 
enable scale and support agility. We are excited to be working 
with SMS to help the Australian Electoral Commission manage 
high-profile, event-driven workloads.”
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Digital Integration

DIGITAL CITY
MICHELLE FITZGERALD’S 
TRANSFORMATIONAL ROLE IN 
MELBOURNE
Jonathan Nally

THE VICTORIAN CAPITAL AIMS TO LEAD THE WAY IN PROVIDING IMPROVED 
EXPERIENCES FOR RESIDENTS, VISITORS AND BUSINESSES THROUGH 
JUDICIOUS USE OF TECHNOLOGY.
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“The thing we’re trying to do here is value the 
human experience of the city over all else. 
And that includes in my mind, being conscious 
of where people do and don’t see a role for 
technology.”

I n late-2015, Melbourne became 

just the second city in the world 

— after Brisbane — to appoint a 

chief digital officer (CDO). That 

person is Michelle Fitzgerald, 

recently named as one of Australia’s 

Knowledge Nation top 100 influencers.

A Melbourne native, Fitzgerald 

began her career in technology working 

with start-ups in the dotcom years of 

the late 1990s, initially in Melbourne 

and then in the UK and US. Most 

recently she was a digital expert at 

PricewaterhouseCoopers, specialising 

in the financial services field.

Regarding those boom and bust 

years of the late 1990s, “What was 

interesting about them was we had 

a really big, bold agenda for how 

technology would transform the way 

we work, live and play,” she said. “And I 

think what was missing were the devices 

that allowed us to do that well. [But] with 

the advent of smartphones, iPads and 

so on, we’ve actually hit a bit of a tipping 

point in recent years.

“In Australia we’ve got the highest 

penetration of smartphones in the world, 

and we’re one of the most urbanised 

societies in the world,” Fitzgerald 

added. “So I think that puts us in a 

unique position in terms of our ability to 

capitalise on the opportunities digital 

presents to us, this time around.”

So just what does Melbourne hope 

to achieve with its ‘smart city’ focus, and 

what will it involve?

“For us it’s about integrating physical, 

digital and human systems to deliver a 

leading city,” said Fitzgerald. “Digital is 

just an enabler to the human experience 

of the city.

“If you think about what Melbourne’s 

known for and famous for, we’re a 

design city, we’re a city of hidden 

laneways, hidden bars, hidden rooftops. 

We’re a connected city — there are kind 

of one or two degrees of separation 

between every Melburnian, even if 

they’re relatively new in town. So for 

us it’s about building on the existing 

strengths of our city.

“We’re quite well known for our 

sciences community,” she added. 

“For example, in the precinct around 

Melbourne University there are about 

10,000 life science professionals. So 

for us it’s about capitalising on existing 

strengths. We’re not about trying to 

outdo New York or Tel Aviv, it’s about 

Melbourne’s version of a smart city.

“Secondly, it’s about how do we 

further activate the economy around 

us, whether it’s local start-ups and 

local universities and other business, 

but doing that in a way that improves 

the city experience for Melbourne 

residents, ratepayers, tourists, 

students etcetera,” she added. “The 

role of the City of Melbourne in that 

is to provide the platform and to help 

create the ecosystem, but do it in 

partnership with others.”

So what can the City of Melbourne 

do for start-ups and other businesses 

that they can’t do for themselves?

“There are a couple of layers to that. 

If you look at start-ups as an example, 

we’ve got hundreds of start-ups already 

operating in Melbourne,” said Fitzgerald. 

“We’ve spoken with them and the 

feedback we get is that there’s a role for 

government, but when you split it down 

to federal, state, local, there is a distinct 

view on what each layer can provide.

“In terms of the City of Melbourne, 

we provide the ‘licence to operate’ 

within the physical environment of the 

city,” she added. “So the role for us 

is helping third parties appropriately 

access infrastructure and communities. 

We can help local start-ups connect to 

other customers and suppliers, and we 

can be a customer for them. So anything 

we do around the smart city agenda, 

we’re seeking as much as possible to 

appropriately engage local businesses.

“For example, we work with a 

number of suppliers who support our 

physical infrastructure, many whom 

are based in the City of Melbourne. 

These suppliers employ local staff, 

some of them have local data centres, 

and they’re just down the road if we 

need to meet with them to resolve an 

issue. So we’re not only supporting 

local suppliers, which activates our 

local economy — there are efficiency 

benefits as well.

“The way we’re looking at this is, 

digital is everyone’s responsibility in 

our organisation, [ just as] customers 

are everyone’s responsibility,” she 

added. “We don’t want to digitise 

everything for digital’s sake, because 

that human experience is still 

important and we need to provide 

our customers with an omnichannel 

experience with council. So we’ll 

continue to provide phone-based 

services, face-to-face services, etc.

“But it is about us being really 

smart about how we leverage digital to 

help our customers self-serve where 

they want to,” she said. “And further 

automating internal processes that are 

going to deliver greater efficiency and 

better outcomes for our ratepayers.

“The city’s ratepayers include 

residents, landlords and businesses 

small and large. But there’s another 

layer of who’s actually using the city day 

to day — tourists, international students, 

people going to and from work; so we 

have broad definition of our customer 

base,” said Fitzgerald. >>
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TAKING TECH TO THE PEOPLE

The City of Melbourne recently 

partnered with Telstra on an Internet of 

Things Challenge, which involved about 

80 participants.

“What was interesting was that the 

audience was 50/50 technologists 

and designers, and that was very 

deliberate on our part,” said Fitzgerald. 

“To us it’s not just about technology 

for the sake of it, it’s about creating a 

beautiful experience for the end user, 

[such that] they might not even connect 

with the fact that they’re engaging with 

technology.

“The breadth of responses we 

received ranged from the elaborate 

through to the very simple. We had one 

team that designed a tic-tac-toe game 

that you could play in, say, the Royal 

Botanic Gardens, and connect with 

someone sitting in a park in Madrid or 

Barcelona.”

Another of the solutions concerned 

rubbish disposal. “This concept 

addressed reducing what was put out 

as waste, and incentivising residents 

around that. It was encouraging them 

to reduce waste first and foremost, and 

to combine bins, so that rubbish trucks 

could stop fewer times,” said Fitzgerald. 

“And the actual collection was demand 

driven, which meant that the bin 

collecting companies could optimise the 

routes and do it based on when the bin 

needs to be collected, as opposed to 

once per week.

“We’ve now got sensors in a lot of 

our rubbish bins for that reason, so that 

the bin will tell the third party collecting 

the waste when it’s full. And they can 

start to plan their routes around that.”

What does Fitzgerald say to those 

who are concerned that our cities are 

becoming Big Brother environments, 

where everything is being monitored?

“That’s why we’re really emphasising 

the human side of our digital smart city 

agenda,” she said. “The thing we’re 

trying to do here is value the human 

experience over all else. And that 

includes in my mind, being conscious of 

where people do and don’t see a role 

for technology. “What is underpinning 

our smart city agenda and smart cities 

around the world is what we call the 

open data platform. [That] includes 

putting the right mechanisms in place 

to protect privacy, security and so on,” 

she said. “So it’s about appropriate use 

of data, and using data in a way that 

creates a better experience of the city 

for human beings, and we’ll never ever 

lose sight of that.”

What are some of the things the City 

of Melbourne is hoping to achieve in 

2016?

“First of all, starting with a customer-

led experience to inform everything 

we do for the City of Melbourne in this 

digital space,” she said. “We also want 

to make sure we get that balance of 

enhancing essential services, and doing 

some things that are really special for 

Melbourne. So [for example], fixing 

some of the basics around further 

automating council services so that our 

customers can self-serve 24/7.

“For instance with graffiti we found 

that people often want to report it on 

the weekend, out of hours when our 

contact centre is closed,” she added. 

“How do we better leverage digital so 

that it’s easier to use a smartphone to 

report graffiti? So you could take a photo 

of it and we can geolocate it, that sort 

of thing.

“The other thing we’re doing is 

continuing to partner with start-ups 

and the universities. Universities are 

really investing in the innovation space, 

and the recent innovation statement 

from the federal government is going 

to accelerate that,” said Fitzgerald. 

“And we really believe in the value of 

partnerships.

Finally, in 10 years’ time, does 

Fitzgerald think that all local 

governments will have chief digital 

officers?

“There are two scenarios. One 

is that everyone will have one. The 

second is that no-one will have one,” 

said Fitzgerald. “Where no-one has one 

is where we’ll have got to the point of 

maturity, [where] the whole organisation 

has a natural tilt toward digital such 

that you don’t need one person or one 

team championing it on behalf of the 

organisation.”

Digital Integration

“We can’t solve everything for Melbourne, but we 
have a lot of partners we work with who can. So 
it’s our job to bring them all together, and in the 
process support local businesses including start-
ups.”
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FROM 
SILO TO 
CORE
THE 
EVOLUTION 
OF 
GOVERNMENT 
ANALYTICS
David Braue

THE READY AVAILABILITY OF BOTH 
DATA AND ANALYTICS IS KEY TO THE 
DIGITAL TRANSFORMATION CULTURE 
THAT IS SWEEPING THE AUSTRALIAN 
PUBLIC SERVICE.

Analytics
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I f ever there was a sign that 

New South Wales is taking 

IT transformation particularly 

seriously, it came with the 

August announcement that 

the state would establish a whole-of-

government analytics centre (DAC) that 

— unlike former reform efforts such as 

the customer service-focused Service 

NSW, which is working to correct 

past shortcomings in government 

service — will see the state proactively 

embracing new technologies to 

improve its future.

It’s a big difference in philosophy 

that reflects both the rapid 

mainstreaming of big data analytics 

capabilities and the maturity of 

government service delivery that 

has previously been implemented 

with varying degrees of success by 

individual government departments 

depending on their resources and 

capabilities.

“Data is one of the greatest assets 

held by government, but when it’s 

buried away in bureaucracy it is of little 

value,” NSW Minister for Innovation 

and Better Regulation Victor Dominello 

said in announcing the strategy, which 

has entrusted the shaping of the DAC 

to an expert steering committee and 

recently saw the appointment of Dr 

Ian Opperman, former director of the 

CSIRO Digital Productivity Division, as 

acting NSW chief data scientist.

Significantly, the NSW Government is 

backing the DAC with legislation that will 

prevent it becoming a toothless tiger: 

the Data Sharing (Government Sector) 

Bill 2015, passed through Parliament in 

November, not only gave Opperman 

the power to demand datasets from 

NSW agencies but has set the ball 

rolling for a sea change in government 

— predicated on the open availability of 

government datasets, such as a mass 

of data from NSW’s Opal card system, 

to be published this year through the 

state’s Open Data Hub.

If the availability of this and 

myriad other datasets reflect the 

government’s commitment to open 

data — outlined in the state’s 2013 

NSW Government Open Data Policy 

and similar guides such as Victoria’s 

DataVic and Western Australia’s open 

data site — then the formation of the 

DAC represents the fruition of that 

vision by providing the supporting 

analytics capabilities to help agencies 

make the most of it. This focus on 

execution puts it ahead of other efforts 

such as the Whole of Government 

Data Analytics Centre of Excellence, 

which has the ATO as lead agency but 

is focused more on advice rather than 

execution.

The open exchange of a broad 

range of datasets “is really what 

should be defining big data”, said Theo 

Gazos, director of analytics specialist 

firm Predictive Analytics Group, who 

argues that big data adopters “should, 

before they run out to spend millions 

on technology designed to capture 

all of this information, think about 

analysing the information that they 

currently have and collect”.

“It’s all about applying the right 

analytics,” he said, “to extract the 

insights that are hidden in the data 

— and being able to generate new 

forecasts as projections change.”

IN ALGORITHMS WE TRUST

Centralising the data analytics 

function — much as has been done at 

the state level with shared services 

or data centre facilities in the past 

— has emerged as a global trend as 

analytics is pushed to every corner 

of government. US states such as 

North Carolina and Indiana have 

already used the approach to simplify 

access to big data capabilities that 

have previously been hamstrung by 

competition between departments for 

limited funding.

Such competition tends to 

favour larger departments with 

better delineated business cases, 

leaving smaller departments and 

peripheral agencies to go it on their 

own or forego analytics entirely. 

Previous efforts have previously 

tried to address this issue at various 

levels, with guidance such as the 

Victorian Government Reporting and 

Analytics Framework and the federal 

government’s Australian Public 

Service Better Practice Guide for Big 

Data, issued in 2015.

Yet ready availability of both 

data and analytics are key to the 

digital transformation culture that 

is sweeping the Australian public 

service, particularly on the back of the 

Digital Transformation Office’s (DTO’s) 

commitment to integrating analytics 

and its role within the DTO’s Digital 

Service Standard.

This transformation also reflects 

the transition to what Gartner has 

labelled “the algorithm economy”, a 

maturation of analytics capabilities that 

recognises the growing importance 

of analytics as a strategic tool for 

both private and public sector 

organisations.

“The algorithm trumps the data 

that it accesses,” Gartner’s manifesto 

explains. “The next digital gold 

rush will be focused on how you do 

“It’s all about applying the right analytics to 
extract the insights that are hidden in the data 
— and being able to generate new forecasts as 
projections change.” – Theo Gazos

>>
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something with data, not just what 

you do with it... Organisations will be 

valued based not just on their big data, 

but the algorithms that turn that data 

into actions and ultimately customer 

impact. For CEOs it’s a call to focus 

now on their proprietary algorithms, 

not just their big data.”

Algorithms will come into their own 

not only as tools for generating new 

revenues — relevant in the private 

sector context — but as conductors for 

machine-to-machine (M2M) interaction 

that will complement public sector 

agendas around the construction 

of smart cities, already highlighted 

through studies in Queensland cities 

such as Townsville and the Gold Coast.

In these contexts, operational 

efficiencies will come not only from 

the analysis of historical data, but 

the quick application of algorithms to 

ongoing feeds — from sensors, capital 

equipment and even buildings — to 

optimise their operation in real time. 

This change will not only require CIOs 

to weave analytics capabilities into their 

analytics planning, but will demand 

better relationships across departments 

and between agencies to identify 

functional commonalities and exploit 

mutually beneficial operational datasets.

CENTRALISING THE ANALYTICS 

FUNCTION

The specifics of the DAC’s architecture 

are still being nailed down, but 

given trends in analytics delivery 

it’s likely there will be a heavy cloud 

component. Broader use of cloud-

based analytics will provide impetus 

for this transformation — as will 

technology providers such as SAP, 

which has joined its competition in 

pushing its analytics capabilities into 

the cloud… hard.

“This is a beautiful situation for 

our public sector customers,” said 

Clemens Praendl, global head of 

analytics with SAP. Fragmented 

analytics systems, he said, mean that 

“organisations are running a more 

intransparent model than a transparent 

model, with all of these islands in 

organisations where decision-makers 

don’t have the overall view to make 

appropriate decisions.

“If we could bring that data 

together,” he added, citing SAP’s 

recent work in helping the US state 

of Indiana hone in on prenatal 

care deficiencies, “government 

organisations could use their data and 

their labour much more efficiently. 

They were previously trying to 

make good decisions based on the 

information they had — but they didn’t 

have all the information because they 

hadn’t brought all the data together.”

Recognising its strong presence 

within government, SAP recently 

launched a Canberra-based Institute 

NSW Minister for Innovation and Better Regulation Victor Dominello at the launch of the NSW Data Analytics Centre.

Analytics
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for Digital Government, which 

represents a $150m commitment from 

the company and will have analytics as 

a core part of its work.

Governments “typically don’t 

even know what their services cost 

because there is no measurement of 

this”, Isabelle Groegor-Cechowicz, 

SAP global general manager for public 

services, recently told GTR. “There is 

no analytical side to it. Which means 

we are at a very interesting point to be 

able to provide the technology that will 

be the platform.”

Despite growing government 

enthusiasm for all things cloud, many 

agencies will need to remember the 

sensitivities around their data before 

rushing wholeheartedly into publishing 

and analysing it. This may drive many 

agencies to build hybrid models that 

combine cloud-based analytics with 

on-premises systems, providing both a 

smoother migration path and a fallback 

approach that respects individual 

governance controls.

“The need for a hybrid set-up 

is becoming even more important 

because there are certain data that 

are sensitive,” said Dan Miller, APAC 

director of cloud with analytics giant 

Splunk, which has been working to 

bolster analytics techniques with 

the addition of machine-learning 

capabilities to smooth analysis of large 

datasets around security and related 

areas.

Australian users “are probably 

more ahead than the US in terms of 

people’s willingness and readiness 

to go to the cloud”, Miller added. 

“The model is very much aligned with 

investment growth.

“You can have the end-to-end 

visibility for your security posture, SLA 

management or anything else you 

might want,” he continued. “The key 

for government bodies will be aligning 

take-up with customers’ strategies 

around what they are doing, and 

their data architectures. Customers 

understand that there no longer needs 

to be a trade-off between managing 

workloads on premises and losing 

visibility.”

THE ANALYTICS TRANSFORMATION

In government as elsewhere, the 

spread of analytics has long passed 

tipping point; as the technology 

evolves from technological novelty 

into policy enabler, agencies will 

increasingly need to build analytics 

capabilities into all manner of IT-led 

business projects.

This change has been highlighted 

by Gartner as one of 10 key strategic 

technologies for government going 

into 2016 and beyond, with worldwide 

government spending on ICT products 

and services expected to grow from 

US$431 billion in 2015 to US$475.5 

billion by 2019.

“These strategic technology trends 

have substantial disruptive potential 

that is just beginning to materialise 

and will reach an inflection point within 

the next three to five years,” research 

director Rick Howard said.

“Public sector CIOs can capitalise 

on the value of these trends by first 

determining how they will impact 

government program operations or 

service delivery models, and then by 

building the organisational capabilities 

and capacity needed to support them.”

In many cases, this will involve 

the tailoring of analytics capabilities 

for mobile-wielding users that will 

increasingly turn to real-time analytics 

services as a driver for decision-

making on the fly.

This expansion of analytics towards 

the edge of the organisation — and 

powered by centralised analytics of 

the type the NSW DAC will deliver — 

will, Gartner has predicted, involve the 

application of algorithms and cognitive 

computing to “make real-time 

assessments about what will happen 

or what should happen”.

They will also be pervasive — 

embedded into business processes 

and applications — and invisible, 

operating continuously in the 

background to track user activity, 

process sensor and environmental 

data, and dynamically adjust workflows 

as events unfold.

Yet even as the governmental 

analytics capability continues to 

mature, some analytics experts warn 

that many of the old rules apply. 

Executive ownership, in particular, is 

critical: “You’ve got to have somebody 

that owns this, owns its budgeting and 

direction, and owns the making sure 

that there is consistency across it,” 

Bill Franks, Teradata chief technology 

officer, explained.

That analytics owner will both 

handle the internal analytics agenda 

and the relationship of the government 

organisation with centralised service 

providers, Franks said, noting that in 

many companies, executives have no 

idea who they would contact with an 

analytics-related enquiry.

“When something becomes 

important to an organisation at a 

strategic level, there is an executive 

owner of that,” he explained. “Without 

somebody owning it, you can’t 

possibly really make it an embedded 

part of what the organisation does 

every day; you can’t possibly 

succeed in having massive-scale 

operationalised analytical processing. 

The CFO and everyone will know that 

person’s name.”

“Australian users are probably more ahead 
than the US in terms of people’s willingness and 
readiness to go to the cloud.” – Dan Miller
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PLAN OF 
ACTION
THE DAC’S 
COLLABORATIVE 
APPROACH
David Braue

AS THE NSW DATA ANALYTICS CENTRE BEGINS 
ITS WORK, WE SPOKE WITH ITS HEAD, DR IAN 
OPPERMANN, TO FIND OUT WHAT’S IN STORE FOR 
2016.

The former CEO of RoZetta 

Technology and director 

of the CSIRO Digital 

Productivity Division, 

Dr Ian Oppermann, has 

been tasked with setting up the NSW 

Data Analytics Centre (DAC) as a core 

technology centre within the state 

government.

Dr Oppermann is leading a small 

team within the Department of Finance, 

Services & Innovation, and partnering with 

NSW government agencies and with the 

industry and research sectors to deliver 

on the initial priorities for the DAC. GTR 

asked him what we can expect to see as 

the centre takes shape in the coming year.

GTR: WHAT IS THE VALUE (IN 
FINANCIAL, POLICY, EFFICIENCY OR 
OTHER TERMS) IN CENTRALISING 
THE ANALYTICS FUNCTION 
ACROSS AN ENTIRE GOVERNMENT?
IO: The model adopted by the NSW 

Government does not centralise the 

analytics function across the entire NSW 

public sector, but does create a central 

capability to facilitate the sharing of 

data and to assist with data analytics 

projects. The model adopted by the NSW 

Government minimises duplication and 

leverages the data analytics capability that 

exists within government agencies. The 

value of the DAC is demonstrated through:

• the collection and analysis of cross 

cluster or whole-of-government 

data in a secure, central and neutral 

environment;

• identification of problems or 

challenges faced by the NSW 

Government in collaboration with 

agencies and the private sector 

(including on improvements and 

efficiencies in public service delivery) 

that may benefit from data analytics;

• coordinating consistent definitions 

and data standards across agencies 

in collaboration with agency experts 

(supported by the Information 

Management Framework) to support 

improved data sharing;

• its fostering of best practices in 

analysis, security and the protection of 

privacy and personal information.

GTR: WHAT OBSTACLES HAVE 
IMPEDED DATA SHARING AND 
BROAD USE OF CENTRALISED 
ANALYTICS CAPABILITIES IN THE 
PAST?
IO: The DAC is designed to address 

challenges that include: navigating the 

procedural and technical complexity 

around data collection, sharing and use, 

including effective privacy management; 

limited ability to draw and interpret 

relevant insights across government from 

data due to lack of tools and analytical 

expertise; and undertaking whole-of-

government data linkage and analytics.

The DAC is the central team that 

will connect existing agency expertise 

and take a cross-cluster or whole-of-

government view on data. The DAC will 

make it easier to organise, manage and 

extract insights from the large, diverse 

datasets held across different agencies. 

Where NSW Government agencies 

Interview

Dr Ian Oppermann
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have shared data with another agency, 

formal memoranda of understanding are 

used, which can be time-consuming and 

resource-intensive to develop. The Data 

Sharing (Government Sector) Act 2015 

(the Act) makes it easier for agencies to 

share data by providing the authority to 

actively share data.

GTR: NEW LEGISLATION WILL 
ENABLE DATA SHARING ACROSS 
AGENCIES, BUT HOW WILL THIS BE 
IMPLEMENTED IN PRACTICE?
IO: An initial tranche of priority projects 

for DAC has been developed through 

consultation with key NSW Government 

agencies. Information on priority projects 

can be found on our website. In all cases, 

there will be high-value datasets within 

agencies which can help inform these 

projects. As needed, the Act provides a 

framework for agencies to share data for 

these projects.

GTR: WHAT SORT OF REGULATORY/
POLICY CARROTS AND STICKS DO 
YOU HAVE AT YOUR DISPOSAL TO 
GET AGENCIES INVOLVED IN THE 
EFFORT?
IO: The Act enables the Minister to direct 

a government sector agency to provide 

the DAC with information concerning the 

government sector data that it controls 

and to share data with the DAC. This new 

requirement to share data will help to 

focus attention on improving services 

and support in areas of greatest need. 

Research shows that public sector sharing 

of data:

• facilitates high-quality, policy-relevant 

research by sharing and combining 

data from a variety of sources;

• promotes new research and allows for 

testing of new or alternative methods 

of service delivery;

• reduces costs by minimising 

duplication of effort, particularly in 

collecting and storing data;

• creates new datasets through linking.

GTR: HOW MUCH TECHNOLOGY 
GUIDANCE WILL YOU BE 

PROVIDING FOR MEMBER 
AGENCIES — AND HOW MUCH 
TECHNOLOGICAL INDEPENDENCE 
WILL THEY HAVE?
IO: The DAC provides a central focus for 

a whole-of-government approach to data 

analytics. Ultimately, the DAC is assisting 

agencies to address their own challenges 

through data and analytical techniques, 

helping agencies mature their own data 

and analytical capability and helping foster 

an increased awareness of the potential 

of policy which is informed by data-rich 

sources.

The DAC will identify best practice, 

connect and share capability between 

agencies, as well as facilitating sharing 

data across agency boundaries.

GTR: WHAT OTHER JURISDICTIONS 
OR BEST PRACTICES ARE 
YOU CALLING ON TO GUIDE 
DEVELOPMENT OF YOUR 
ANALYTICS EFFORT?
IO: The DAC is the first of its kind in 

Australia. We have taken the best 

elements of public sector data sharing 

and analytics practice from around the 

world, including drawing on the lessons 

of existing activities and pockets of 

excellence within NSW Government and 

in other jurisdictions.

GTR: HOW WILL YOU STREAMLINE 
THE DATA ACQUISITION PROCESS 
TO ENSURE AVAILABLE DATASETS 
ARE BOTH CURRENT AND 
ACCURATE?
IO: Onboarding each new dataset 

requires the essential steps of 

identification, extracting, transforming 

and loading (ETL). Many commercial ETL 

solutions exist to do the most basic work; 

however, each dataset requires some 

manual intervention. Fortunately, many 

agencies have developed local solutions 

for the datasets they most commonly use.

As a consequence, the DAC will 

build a library of these ETL processes 

as well as data products which are 

used within existing projects and may 

be useful for future projects. Within an 

appropriate governance and technology 

framework, the DAC will take on 

curatorial responsibility for data products 

developed from multiagency datasets 

produced from each project. Respecting 

the requirement for adherence to privacy 

legislation, these data products could be 

of great value for future projects.

GTR: WHAT LEVEL OF 
PRIVATE PARTICIPATION WILL 
BE ENCOURAGED IN THE 
DEVELOPMENT OF THIS POLICY 
OR ITS ONGOING EXECUTION?
IO: Collaboration with industry and 

the research and academic sectors 

is an important feature of how the 

DAC works. The DAC will be building 

partnerships to bring industry and 

research capability to bear on analytics 

challenges. It will also draw on models 

developed in industry to inform its own 

approaches to complex data sharing 

and analytics methodologies, including 

the development of best practice 

in managing requirements around 

the proper protection of personal 

information. The DAC will also work with 

the private sector on opening up data to 

inform government policy, in accordance 

with the NSW Government’s open data 

policy. Encouraging industry to open its 

data could encourage new insights and 

innovation.

GTR: HOW WILL THE SUCCESS OF 
THE CENTRE BE JUDGED — EG, 
HARD METRICS, PRODUCTIVITY 
MEASURES — AND IS THERE SOME 
SORT OF SET ROI FOR IT?
IO: Each DAC project will be identified 

and evaluated, individually against each 

project’s specific benefits. Broadly, 

however, the DAC seeks to address 

the following issues: how can we make 

existing operations more efficient 

through data and analytics; how can we 

make existing services more effective 

through data and analytics?; and how can 

we create new services that address the 

priority challenges facing the community 

through data and analytics?
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TIME TO BID FAREWELL TO 
TRANSACTION PROCESSING

For more than half a century, IT business 
systems have been constructed 
around the notion of a discrete set of 
transactions that trigger some sort of 
activity. There are now clear indications 
that the day of the transaction is 
numbered, at least as we have come to 
know it.

Prior to business computing, people 
would need to line up at a bank, a shop 
or a government agency and wait to 
be served. The processing of each 
request was manual, so procedures 
were designed to minimise the number 
of interactions necessary to satisfy each 
customer request. Forms needed to be 
filled in and details had to be verified.

As computers began to take over 
manual processing, the notion of 
a transaction was a perfect fit for 
automation. Paper forms and manual 
processing could easily be translated 
into a discrete set of batch transactions. 
Later, as online systems replaced 
these clunky old systems, transactions 
became smaller and were processed 
more quickly, but the transaction still 
remained the cornerstone of IT service 
delivery. Service-level agreements were 
based on transaction response time and 
transaction throughput.

This is all very logical when 
viewed from an internal efficiency 
perspective, but is mind-numbingly 
bureaucratic when viewed from a 
customer perspective. There are simple 
alternatives.

For example, a growing number 
of tax agencies around the world are 
finding that a better alternative is to 
embed government tax processing into 

IN YEARS TO COME, WE WILL 
SCRATCH OUR HEADS AND 

ASK WHY ANYBODY WOULD 
HAVE BOTHERED WITH SUCH 
A RESTRICTIVE CONSTRUCT.

commonly used accounting software, 
rather than interacting directly with the 
client.

As another example, Ovum recently 
received an international enquiry from 
a government agency involved in public 
transport. It asked about the best way 
to create a transport timetable app. 
Our advice was that there is already a 
thriving ecosystem of transport apps 
that are well integrated into tourism, 
mapping and other outcome-specific 
solutions. Ovum advised it may be better 
to first look at leveraging that ecosystem 
rather than writing yet another single-
purpose app.

Today, the simplicity and immediacy 
of mobile apps and social networks 
can provide opportunities to reassess 
the traditional transaction processing 
paradigm. Consider the last time you 
made an online purchase. The process 
has become much more sophisticated 
than just an order transaction. Typically, 
the vendor engages the client in a long-
term conversation so that, over time, the 
vendor knows more and more about the 
client’s needs and preferences and can 
tailor services to meet them. Analytics 
is used to anticipate requirements and 
offer options and opportunities before 
the need arises. The conversation is 
used as an opportunity rather than an 
overhead.

Under this sort of model, government 
service delivery would be about 
anticipating needs and shaping 
community behaviour rather than 
enforcing legislation. It is all about 
driving better long-term outcomes, 
rather than just processing a transaction.

Opinion

Kevin Noonan, Research Director, Public 
Sector Technology, Ovum
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WirelessTech commits to provide latest and innovative 

wireless products, networking technologies and tailored 

services in pursuit of supporting Australian System 

Integrators.

• Licensed and Unlicensed Wireless Point-to-Point

• Licensed and Unlicensed Wireless Point-to-Multipoint

• Wireless Mesh Technology

• Wireless Hotspot and Outdoor Wi-Fi

• Multi-WAN Load Balance Routers with VPN Bandwidth Bonding

• Multi-Cellular Mobile Routers

• IP Cameras, NVR, Video Encoders & Decoders

• Enterprise Switches, IP SAN & NAS Storage

• Antennas, POEs, Lightning Surge Protectors

• Customised Network and RF Cable Assemblies

• Touch Monitors

sales@wirelesstech.com.au
www.wirelesstech.com.au 

+61 2  8741 5080

Enabling
Wireless
Everywhere

Public Safety Service Provider Industrial/Mining Transportation
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Roundtable

CUSTOMER FOCUS
BALANCING ENGAGEMENT, 
AVAILABILITY AND SECURITY
Jonathan Nally

GOVERNMENTS ARE SEEKING TO IMPROVE THE WAYS IN WHICH THEY INTERACT 
WITH THE PUBLIC, WITH THE AIMS OF STREAMLINING PROCESSES, LOWERING 
COSTS AND AVOIDING DUPLICATION OF EFFORT.
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Andrew Foot, General Manager, Sales, 
EMC (ANZ)

“SaaS is the biggest 
game changer for 
the government to 
improve customer 
service.” 

B uilding a customer 

service approach is a 

vital endeavour for all 

levels of government. 

Doing so will increase 

customer satisfaction, improve 

efficiencies, boost responsiveness and 

ensure that the services provided are 

what the customer wants and needs… 

and that they accord with governments’ 

mission.

This is not a small task, and it’s one 

that needs to be done right the first 

time if those aims are to be achieved.

To get some insights into what 

governments should be concentrating 

on for improving customer and 

client service, we spoke with three 

industry experts with experience 

in delivering such outcomes. Bill 

McMurray, Managing Director (APAC) of 

Qualtrics, has worked with more than 

200 government institutions. Sarah 

Adam-Gedge is Managing Director of 

Avanade Australia, a company with a 

long pedigree in CRM and analytics. 

And Andrew Foot is General Manager 

Sales for EMC (ANZ), managing the 

company’s government, education and 

utilities business.

GTR: WHICH ARE THE KEY 
DRIVERS IN MAINTAINING 
A SUCCESSFUL CUSTOMER 
SERVICE RELATIONSHIP?
FOOT: Over the past 10 years we’ve 

seen a shift in how consumers 

interact with organisations. Online is 

now the preferred channel, and this 

is no different for the government. 

Results from a study found almost 

half (44%) of Australian and New 

Zealand respondents are willing to 

trade personal information for the 

convenience of an online transaction. 

This figure showed more trust than 

in private sector industries such as 

financial institutions, employment 

portals or social media channels. This 

change has enabled technology to 

be part of everyday life, from making 

healthcare claims to checking the 

status of your tax claim.

As expectations evolve, government 

agencies need to ensure their 

customer service encompasses three 

key drivers: speed, simplicity and 

efficiency. So when developing new 

applications or frameworks, those 

agencies should ensure they are 

providing a service that is easy to use 

with quick results.

ADAM-GEDGE: Successful 

customer relationships develop over 

time through providing consistent, 

relevant experiences across every 

touchpoint. Trust is ultimately the most 

critical factor and therefore greatly 

impacts customer loyalty and advocacy. 

For long-term success, organisations 

need to strive for seamless, simple 

interactions across both physical and 

digital touchpoints. Interactions need 

to be highly personalised, contextual 

and even adaptive. Understanding how 

emerging technologies can support 

the goal of building customers’ trust, 

intimacy and loyalty will be essential.

MCMURRAY: While the key drivers 

are not necessarily the same across 

all organisations, by far the most 

important driver is that you must action 

negative feedback from customers. Not 

actioning negative feedback makes 

the situation even worse, as the person 

with the complaint now also thinks they 

are being ignored.

To be able to action feedback, 

organisations need to implement the 

following key drivers: collect both 

solicited and unsolicited feedback 

through multiple customer touch points 

(such as email or SMS surveys, website 

interactions, call centres or social 

media); analyse the feedback and put 

the customer data in front of the right 

people through digestible stakeholder 

dashboards (allowing stakeholders to 

make data-driven decisions in order 

to transform good customer service 

into great customer service); act on the 

customer complaint through a dynamic 

closed-loop case management system 

to ensure timely resolution and drive 

process improvements.

GTR: WHERE DO YOU SEE THE 
BALANCE BETWEEN PROVIDING 
EASE OF ACCESS AND 
PRESERVING CUSTOMER/CLIENT 
SECURITY?
MCMURRAY: The website is where this 

conflict of ease of information access 

and customer security occurs most 

visibly. The vast majority of people 

now search for information they need 

on a website, in preference to calling 

or physically visiting an office. Clearly 

unclassified and non-personal data can 

be made available to everyone, but 

classified and personal data must be 

properly security protected. Whether 

a customer has had to sign in or not, 

website intercept systems can be put >>
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Bill McMurray, Managing Director 
(APAC), Qualtrics

“By far the most 
important driver is 
that you must action 
negative feedback 
from customers.” 

Roundtable

Sarah Adam-Gedge, Managing Director, 
Avanade Australia

“Arguably the 
biggest game 
changer for 
customer service 
will be data and 
analytics.” 

in place to assist a customer to easily 

find what they are looking for or to 

complete their desired transaction.

ADAM-GEDGE: As governments 

collect more and more data about 

their customers, maintaining trust in 

how this data is accessed, protected 

and used is becoming increasingly 

critical. Governments have not only 

legal obligations around data security 

and privacy, but also social and ethical 

responsibilities.

There is sometimes a fine balance 

between tailoring a service based 

on customer data and ‘crossing the 

creepy line’ — an uncomfortable, 

unsettling level of personalisation. 

Governments need to consider a digital 

ethics framework to guide decisions 

around customer data, together with 

appropriate security measures across 

people, processes and platforms. 

Citizens will expect that governments 

lead best practices in ‘privacy and 

security by design’.

FOOT: With consumers stating 

24/7 access as their most important 

expectation, it’s no wonder 

governments are looking to mobile 

applications and online services to 

achieve this goal. However, security 

threats are continuing to evolve faster 

than most organisations’ ability to 

detect and respond to them. Factor 

in government policies and the highly 

confidential data that government 

agencies are working with, and it’s 

clear this area needs to be top off the 

agenda.

While access and security are at the 

opposite ends of the scale, there has to 

be a balance. With an increased focus 

towards monitoring, detection and 

response rather than an intense focus 

on prevention, we see this balance 

evening out over the next year.

GTR: HOW CAN GOVERNMENT 
DEPARTMENTS AND AGENCIES 
BEST MEASURE CUSTOMER 
SERVICE SUCCESS?
MCMURRAY: Ask the citizens! If 

they’ve used your service or had 

an interaction, information on their 

customer service experience can be 

collected by email or SMS survey, 

website feedback tabs, call centres 

and/or social media. These collection 

points allow you to ask them about their 

experience and for ways to improve 

your service. This is exactly what 

the US Government has done with 

its website for healthcare.gov. They 

collect, analyse and act on thousands 

of items of feedback every day. This 

feedback can be rated on various 

scales such as Citizen Satisfaction And 

Trust (CSAT), Net Promoter Score (NPS) 

or Citizen Effort Score (CES), enabling 

you to understand your performance 

against industry benchmarks.

FOOT: The data sources to measure 

the success of customer services are 

already at the government’s fingertips. 

Analysing social media sentiment 

around particular policies or using 

a system similar to the Canadian 

Government’s Common Management 

Tool (CMT) will provide a standard data 

set across all government departments 

or agencies.

However, before the data analysis 

starts, it is imperative that a process for 

dealing with vast amounts of data is in 

place. We see many organisations, both 

public and private sector, becoming 

overwhelmed with handling data. There 

are several factors to consider before 

embarking on a big data journey. 

Think about where the data is being 

stored, whether it will be hosted on 

a private, public or hybrid cloud and 

whether reliable, secure 24/7 access is 

achievable.

GTR: WHICH TECHNOLOGIES OR 
APPROACHES WILL BE ‘GAME 
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CHANGERS’ IN CUSTOMER 
SERVICE IN 2016?
ADAM-GEDGE:  Arguably, the biggest 

game changer for customer service 

will be data and analytics. More 

customers expect a personalised 

experience, which may adapt in 

real time depending on context — 

where the customer is, what they are 

currently doing and even how they 

are feeling. An unprecedented level 

of collaboration across marketing, 

technology, research and operations 

will be required to exploit the full value 

of customer data and analytics.

Even inside organisations, 

it’s no secret that employees are 

disillusioned by the usual array of 

clunky workplace applications when 

their consumer technology experience 

has become so simple and intuitive. 

Governments that pursue an iconic 

digital workplace experience can 

expect to find a clear differentiator for 

them in the pursuit and retention of 

talent.

MCMURRAY: Websites, mobility 

and customer experience management 

systems. With the population becoming 

more technically savvy, the importance 

of a customer’s website experience 

has grown exponentially. It is critical 

to ensure a frictionless experience as 

people search for, locate and satisfy 

their requirements on the website. 

This frictionless interaction needs to 

be fully executable on mobile devices. 

Website intercept technologies can help 

customers quickly and easily achieve 

their objectives by offering assistance 

or support when they appear to be 

having difficulty. Customer experience 

management systems with dynamic 

closed-loop case management 

capabilities will be game changers in 

2016 in ensuring the timely resolution 

of customer issues and to drive process 

improvements.

FOOT: There’ll be three main game 

changers for 2016: mobile applications, 

wearables and Software as a Service.

Mobile apps are essential to keeping 

government agencies and departments 

relevant to their audiences. Wearables 

are already more mainstream than 

anyone would have predicted, and 

with this brings precious data. The 

government needs to harness this data 

and explore the insights it can offer. We 

have seen this in the insurance sector, 

where they use Fitbit data in order to 

set the premium for insurance policies 

depending on your lifestyle.

We have seen parts of government 

leverage SaaS in recent years. Rolling 

this out more widely will enable each 

agency and department to deliver 

greater levels of customisation and 

agility in their go-to market offering. 

This is the biggest game changer for 

the government to improve customer 

service.

http://www.spatialvision.com.au


http://www.te.com/bns


http://www.te.com/bns
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Cumbersome, paper-
based processes at a 
South Australian council 
have been transformed 
into a slick, efficient 
electronic and mobile 
system.

Case Study

GOING DIGITAL
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T
he City of Charles Sturt 

is located in the western 

suburbs of Adelaide and 

serves about 110,000 

residents. The council 

employs approximately 470 FTE 

workers, with around 170 of them being 

field workers equipped with about 130 

mobile devices. Teams include road 

workers, mowing, rapid response, 

cleaning, and barbecue and beach 

patrols.

The council has $1 billion-plus 

of assets under management. To 

keep track of everything, it has 

implemented asset management and 

mobility enterprise solutions from 

TechnologyOne, which has enabled 

it to transform cumbersome paper-

based processes into a slick, efficient 

electronic and mobile system.

Previously, for instance, if a 

member of the public called to report 

a pothole, it would take four or five 

days for the report to make its way to 

the maintenance team. Now it’s as little 

as 15 minutes. The customer service 

representative takes the call, which 

immediately becomes a work order 

request that is then allocated to the 

right person in the field.

“The field worker on their mobile 

device receives exactly the location 

and potentially photos if the member of 

the community has attached photos,” 

said Jodie Rugless, the council’s 

information services manager. “And 

from there they’ve also linked into all 

of the asset data around the pothole 

itself, so they know the configuration 

of the asphalt that’s been used on that 

stretch of road, what the roadbase is 

and so on.

“We use the mobility enterprise 

solution to actually track the works 

we’re doing in our assets out in the field 

by field workers, and that’s where it all 

comes together for us,” she added. “We 

talk about it being an asset management 

system, but it’s really a work system that 

we leverage for our field workers.”

And all of the resources used on 

the job are entered into the system so 

they can be tracked and costed.

“The culture within the organisation 

is, if you don’t have it on the asset 

mobility system, it doesn’t exist,” 

said Rugless, adding that it has “very 

rapidly become the heartbeat of our 

organisation”.

It’s a far cry from the previous, 

paper-based system.

“We’d always been paper leading 

up to the implementation of the digital 

asset management system,” said 

Rugless. “The first step of that was 

electronic — the contact centre would 

record that the customer has called, 

and then they would print it out from 

there and the rest of the journey of 

that job through our organisation was 

paper-based. And it could literally take 

weeks to get from the point of being 

recorded by the customer to all the 

way through the process, allocated, 

tracked, monitored — it was just a truly 

horrendous process.

“The other interesting thing was 

that even when we did that, we didn’t 

actually link the cost associated with 

fixing that asset back to the asset,” she 

added. “So we maintained asset data 

separately, and that could have been in 

Excel spreadsheets, Word documents, 

on paper files in drawers, all of that sort 

of stuff. There was no relation between 

the work we were doing and the actual 

asset.”

Rugless said the council has 

continued to expand and adapt the 

system, such as turning paper-based 

operations manuals into electronic 

versions held on mobile devices. “It 

sounds like such a minor thing, but 

we’ve got about 150 different pieces 

of plant in the field, so previously there 

was a folder kept in every single one 

of them that had about 600 pieces 

of paper in it,” said Rugless. “And 

every time one of those got updated, 

someone had responsibility for printing 

out the new one, carting it out to the 

truck, placing it in the folder and getting 

rid of the old one.

“The big turnaround for us has 

predominantly been around redirecting 

people to the points of the business 

that make a difference, as opposed 

to spending time shuffling pieces of 

paper,” said Rugless. “And our field 

workers who used to spend a lot of 

time in the office getting their pieces of 

paper are now out doing these services 

on a daily basis. It’s made a huge 

difference.

“I think what excites me most about 

it is that [the field workers have] taken 

charge of it — they own the system, it’s 

100% theirs,” said Rugless. She cites the 

example of the council’s arborists using 

the asset and mobility system to fine-

tune their tree pruning program. “Using 

the asset management system and the 

mapping capabilities the tool has, the 

arborists sat down and looked at all 

of the routes they were taking when 

they were doing the pruning. They also 

looked at the street tree varieties and 

growth rates in those areas, redid their 

whole-of-street pruning program and 

got it down to 2.5 years.”

There have been other simple but 

effective unexpected benefits too, such 

as expediting legal requirements when 

putting traffic cones down on a road, 

which previously would have required 

filling in a form. “But we’ve looked at it 

and gone, ‘Hang on a minute, they’re 

really only three questions on here’,” 

said Rugless. “So we’ve just modified 

the asset management to add those 

three questions. We’ve bypassed the 

whole concept of the form and just 

embedded it into how the workers 

actually manage the piece of work 

when they’re in the field.

“It’s that kind of stuff that you 

don’t see coming — it’s just a really, 

really minor tweak to a really good 

customisable solution and all of a 

sudden you’ve delivered this outcome 

for them,” she said. “And I could never 

have predicted that going in.”
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A tiny computer is having a huge impact on developing Australia’s next 
generation of technology savvy youngsters.

Bringing 
coding into 
the classroom

S
chool students across Australia 

are becoming more engaged 

and empowered within the 

digital world through hands-

on use of a revolutionary and 

inexpensive credit-card sized computer that 

packs plenty of power.

The Raspberry Pi plugs into a monitor or TV, 

and uses a standard keyboard and mouse. It is a 

capable device that enables people of all ages to 

explore computing, and learn how to program 

in languages like Scratch and Python.

The Raspberry Pi is also capable of doing 

everything you expect a desktop computer 

to do, from browsing the internet and 

playing high-definition video, to creating 

spreadsheets, word-processing, and gaming. 

With its easy-to-use interface, portability 

and versatility, this tiny but mighty 

computer is an ideal learning tool for the 

classroom.

The Raspbian operating system comes 

preloaded with Scratch and Python. Scratch 

is a visual programming tool that enables 

the user to develop animations and games 

with a drag-and-drop interface. Students 

can create their own computer games, 

interactive stories, and animations using 

programming techniques without having to 

write code.

But for those who are at the stage where 

they want to code, Python is a widely used, 

general-purpose programming language. 

Favoured around the world due to its simple 

and clean appearance, it’s a great way to 

learn and engage in coding regardless of the 

student’s experience.

The Raspberry Pi comes with various inputs 

and pins, enabling students to develop 

interactive games with a hands-on approach. 

They have the opportunity to get familiar 

with both the components and coding 

APPLICATION UPDATE
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years it to support the new curriculum 

and supply Raspberry Pi into Australian 

schools, with the necessary support and 

affordability to open up a whole new world 

to our future thinkers and innovators. 

We’re already seeing young people starting 

to develop their own applications and use 

the Raspberry Pi in ways we would have 

never thought possible. The possibilities 

are endless and element14 will continue 

to support coding in schools in the years 

to come.” Luke Grigg, Regional Director 

Australia & New Zealand.

Coding in schools
Recognising the need to develop a 

technologically literate future workforce — 

for the individuals’ own benefit and for that 

of the country — governments around the 

nation are boosting the emphasis teaching 

STEM (science, technology, engineering 

and mathematics) in schools.

In September 2015, shortly before he 

changed portfolios, the then federal 

education minister, Christopher Pyne, 

announced funding of $12 million for 

STEM education initiatives, which includes 

supporting the introduction of computer 

coding across different year levels.

The national curriculum 

(australiancurriculum.edu.au) requires 

technology and digital systems subjects to 

be taught right from beginning of primary 

school. For instance, “By the end of Year 2, 

students will have had opportunities to create 

a range of digital solutions through guided 

play and integrated learning, such as using 

robotic toys to navigate a map or recording 

science data with software applications. In 

Foundation – Year 2, students begin to learn 

about common digital systems and patterns 

that exist within data they collect. Students 

organise, manipulate and present this data, 

including numerical, categorical, text, image, 

audio and video data, in creative ways to 

create meaning.”

By the time they reach years 9 and 10, 

students will “design and evaluate user 

experiences and algorithms. They design 

and implement modular programs, 

including an object-oriented program, 

using algorithms and data structures 

involving modular functions that reflect the 

relationships of real-world data and data 

entities. They take account of privacy and 

security requirements when selecting and 

validating data.”

Collaboration for coding
The Raspberry Pi Foundation is a charity 

founded in the UK 2009 to promote the 

study of basic computer science in schools. 

The foundation came about when the 

declining numbers and skills of students 

interested in computer design became a 

concern for a team at the University of 

Cambridge, and the idea for a tiny and 

affordable computer was born.

In November 2015, it was announced that 

the Foundation and the worldwide coding 

education group Code Club were to merge.

“Raspberry Pi Foundation and Code 

Club were both created as responses to 

the collective failure to prepare young 

people for life and work in a world that is 

shaped by digital technologies,” said Philip 

Colligan, CEO of the Foundation. “We’re 

part of a growing worldwide movement that 

is trying to solve that problem by equipping 

people with the knowledge and confidence 

to be digital makers, not just consumers.”

In Australia, Code Club (codeclubau.org) 

teaches programming and robotics skills to 

more than 8,000 students in close to 300 

classrooms across the country. Its aim is to 

get coding into all of the 8,000 primary 

schools in Australia.

element14 will be exhibiting at the 

FutureSchools and EduTECH events in 

2016, demonstrating how the Raspberry Pi 

can be used in the classroom.

“The amount of interest and buzz the 

Raspberry Pi has generated all over the 

world is immense. The younger generation 

has demonstrated significant intrigue in 

learning how to build and program their 

own computer device, and element14 look 

forward to continuing to play a pivotal role 

in putting computer programming back at 

the heart of engineers, both young and old.” 

Luke Grigg, Regional Director Australia & 

New Zealand.

element14
www.element14.com

Sponsored Content

required to design a game of their choosing 

and based on their experience level.

For the Australian market, Raspberry Pi 

boards are manufactured by element14 

under a license agreement with the 

Raspberry Pi Foundation.

“It has been an ambition to take the 

Raspberry Pi into the education sector 

since the first board was created in 2012, 

and it’s great to think that, because of 

this innovative device, young people can 

develop new transferrable skills in computer 

science that the engineering industry is 

crying out for. Our aim over the next few 
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VIRTUAL VISION
Jonathan Nally

THE FEDERAL TREASURY HAS MOVED ALMOST 1000 DESKTOPS TO A VIRTUAL 
ENVIRONMENT, BOOSTING EFFICIENCY AND MOBILITY FOR ITS STAFF.

Virtualisation
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When the Federal 

Treasury in 

Canberra needed 

to update its 

fleet of desktop 

computers, it faced a choice — go for a 

box-for-box replacement or adopt a virtual 

desktop environment. After assessing the 

pros and cons, it opted for the latter.

The solution chosen — based on 

Nutanix hardware running VMware View 

and integrated by Canberra-based ICT 

company Qirx — has replaced the need 

for full desktop machines at desks, with 

the storage, compute, processor and 

RAM assets all relocated to a central 

environment in Treasury’s data centre.

Traditionally, the way to do this would 

have been to extend the storage, add a 

bunch of servers, and then make it all talk 

together to deliver the platform needed to 

provide and process the virtual desktop 

workload.

“We chose not to do that, essentially 

because of the complexity around trying 

to integrate all of those pieces, whereas 

the Nutanix platform has all of those 

components all integrated together,” 

said Treasury CTO Ricardo Alberto. 

“And it meant we could actually focus on 

delivering the outcomes of the project 

rather than worrying about architecting a 

backend to deliver this.

“We bought a number of Nutanix 

nodes, and they essentially bolt on 

top of each other,” he added. “They all 

communicate together and you literally 

plug the next one in and it just starts 

working… all of a sudden you’ve got more 

RAM, more processing, more storage — 

you’ve got everything you need. And you 

can just start deploying more desktops.”

Treasury has a total fleet of around 

1500 end devices, and (at the time this 

article was written) had moved 850 of 

them to the virtual environment. “The 

system will eventually replace probably 

around 1300,” said Alberto. “Not every 

desktop will be able to be replaced by the 

virtual, just [because of] the nature of the 

workload or specific applications [that] 

won’t work in that virtual environment.”

“There’s continuing pressure across 

the public service on staffing numbers,” 

added Alberto. “And being a smallish 

agency at Treasury, we need to do things 

like this to be able to continue to support 

the environment we’ve got as part of the 

ongoing efficiencies we want to find. It’s 

about lowering the ongoing support costs 

and simplifying the environment as much 

as possible.

From a business perspective, “we 

really wanted to embrace the mobility 

aspect of the workforce”, he said. 

“Because the desktop runs in the data 

centre and it’s able to be essentially 

served up to wherever you are… 

effectively that means that we are now 

truly device independent. All you need is 

an HTML5 browser and the right sort of 

credentials. Once you’ve got that access 

you’ve actually got exactly the same 

desktop from anywhere on any device as 

you would have sitting in the office.”

“[If you have an] HTML5 browser with 

the right access, your desktop basically 

follows you to wherever you are.”

Device independence is an important 

consideration for the modern work 

environment, and BYOD is encouraged at 

Treasury. “The department certainly does 

provide [devices] in some cases,” said 

Alberto. But, “I think part of what we’re 

trying to achieve here is giving people the 

flexibility to use their own device, rather 

than carrying two or three or four devices. 

If every organisation they interact with 

was to give them a device, they’d need a 

suitcase to carry all of them. So BYOD is 

certainly one of the things we wanted to 

encourage people to do.

“Obviously on BYOD devices there are 

additional security measures; there are 

certain things you can’t do on a BYOD, but 

only in terms of data transfer as opposed 

to what you have access to,” he added. 

“So you still have a functional desktop, 

it’s just that there are some security 

restrictions on what [data] you can transfer 

onto a BYOD device — effectively you 

can’t transfer anything.”

According to Alberto, the response 

from staff has been very positive. “We’ve 

had to engage widely with people from 

the different business areas to make 

sure that they tested the applications 

that were important to them, and to make 

sure they were right before we go,” he 

said. “You know, we’re not quite bleeding 

edge, but certainly I think with some of the 

work we’re doing here with providing all 

applications to all desktops anywhere… 

there are not a lot of [other organisations] 

doing it.”

One of the major benefits of moving 

to the virtual environment has been the 

ability to quickly roll out and test changes 

and updates. “In the early days there 

were a couple of things that turned up 

in relation to the way we packaged the 

applications and it required a number of 

tweaks to the desktop itself,” said Alberto. 

“And obviously we needed to do that 

quickly. With the system we’ve got… if 

something doesn’t work, you can go back 

to the previous known state simply by 

logging off and logging back on. And I 

guess that’s helped in the troubleshooting 

and the rolling out to minimise any impact 

on staff, and in keeping the momentum 

going on the project.”

Another benefit has been the ability to 

do security patching in a more timely and 

efficient manner.

“There’s always the risk of applying 

a patch in that you don’t know what the 

impact is going to be versus the improved 

security,” said Alberto. “If something goes 

terribly wrong we can easily roll back to 

the desktop from yesterday. It means 

the security compliance and the whole 

standards of the system can be improved.”

Federal 
Treasury CTO 
Ricardo Alberto©
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CLOUD 
ABSTRACTIONS
CHANGING THE FACE OF 
ENTERPRISE STORAGE
David Braue

S torage has always been a 

bugbear for IT managers 

— even more so in 

large-scale government 

environments where 

heterogeneity rears its ugly head and 

criticalities such as data protection and 

governance complicate matters further. 

Yet while expertise in the creation 

and management of storage area 

networks (SANs) long ago became a 

necessary part of doing business, the 

increasing bulk of enterprise-class, 

cloud-based storage platforms is finally 

offering new options for storage-weary 

administrators.

Storage-in-the-cloud services 

comprise a growing portion of the 

infrastructure-as-a-service (IaaS) market, 

which Gartner has pegged at growing 

to nearly US$16.5 billion in 2015 — a 

32.8% increase on 2014’s figures. This 

explosive growth rate is expected to 

continue at 29.1%, driven by growing 

demand from CIOs who, the research 

firm says, are increasingly turning to 

cloud-first options and embracing IaaS-

based services.

Yet even in this climate of growth, 

providers are learning the hard way 

that success in the IaaS market requires 

more than just lots of drives running in a 

A NEW BREED OF 
ENTERPRISE-CLASS, 
CLOUD-BASED 
STORAGE PLATFORMS 
IS OFFERING NEW HOPE 
FOR STORAGE-WEARY 
ADMINISTRATORS.

 Storage
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far-off data centre. Australian cloud-

storage provider Ninefold, for one, 

debuted nearly five years ago as an 

early and enthusiastic proponent of the 

cloud-storage model but in November 

announced it would shutter its business 

at the end of January after concluding it 

had insufficient ability to invest “to make 

what we’ve built go to the next level”.

In retrospect, Ninefold’s error may 

have been that it tried too hard to 

commoditise cloud storage — renting 

out ‘instant horizontal and vertical 

scaling’ by the hour and offering easy 

integration via API. Or it may have 

just been a casualty of the surging 

globalisation of the cloud-storage 

market dominated by the likes of 

Google, Amazon Web Services and 

Microsoft — the three providers Gartner 

singled out as having most of the public-

cloud IaaS workloads running in 2015.

ABSTRACTING THE ENTERPRISE 

STORAGE

If recent market moves are any 

indication, Ninefold’s demise may also 

have been hastened by the explosion 

of cloud-storage providers that are 

increasingly looking to offer high-level 

value-add around the basic storage 

function.

Contending that storage as a service 

is not enough in its own right, such 

providers are wrapping the function of 

file storage inside layers of management 

and compliance that reposition them 

within the pantheon of IT solutions 

— and make them more immediately 

relevant for public and private sector 

players alike.

Vendors such as email-archiving 

stalwart Mimecast were early into this 

game, where it now butts heads against 

cloud email-archiving and compliance 

solutions such as Barracuda, MailStore, 

MessageLogic, Rackspace Email 

Archiving, Sonian Central Archive, 

Symantec Enterprise Vault, McAfee 

SaaS Email Archiving, Google Vault for 

Work and others.

The value-added approach has 

recently expanded from email archiving 

towards a more comprehensive IaaS 

offering that has proven fruitful for 

companies such as Simplivity and 

Nutanix, which have worked to abstract 

core infrastructure components and 

deliver them to working environments 

as increasingly self-managed 

‘hyperconverged’ environments 

bundling storage with overlying layers 

of service management and other 

functionality.

That approach — which Nutanix 

calls ‘web-scale infrastructure’ — has 

proved particularly appealing for 

the Commonwealth Treasury, which 

recently worked with Canberra services 

provider Qirx to implement the Nutanix 

backend platform in support of a virtual 

desktop infrastructure (VDI) deployment 

incorporating as many as 850 fixed and 

mobile endpoints. (See our interview 

with Ricardo Alberto, Treasury’s CTO.)

The Credit and Investment 

Ombudsman (CIO) has seen similar 

improvements after implementing the 

SimpliVity OmniCube platform into 

its primary data centre and disaster 

recovery sites. The environment — 

which wraps storage and nearly a 

dozen other core functions below a 

VMware hypervisor — has simplified the 

functioning of the agency’s compute 

environment and relieved management 

pressures that were growing as the 

agency struggled to keep up with a 

growing volume of data.

“We just didn’t have the human 

capital to manage VMware running on 

a complex SAN with traditional servers,” 

IT manager Matt Grech explained. “We 

were trying to figure out how to get the 

most resource-efficient solution from a 

capex and opex perspective.”

The SimpliVity environment isn’t cloud-

hosted but, in federating and effectively 

virtualising the various functions of the 

enterprise infrastructure, it is logically 

similar to the emerging set-and-forget, 

IaaS-based cloud-storage models.

The move has helped the CIO shift 

towards a continuous backup regime, 

The environment simplified the functioning of 
the agency’s compute environment and relieved 
management pressures as the agency struggled 
to keep up with a growing volume of data.
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with better off-site data protection and 

disaster recovery. Storage consolidation 

has led to a 295-to-1 improvement in 

data efficiency, threefold reduction in 

rack space and fourfold performance 

gains for report generation — and 

shifted the organisation to a virtualised 

core infrastructure that largely looks 

after itself.

This improved backup and storage 

management approach recently paid off 

after a core accounting application was 

corrupted and, rather than running an 

hours-long manual recovery process as 

in the past, IT staff were able to restore 

the data within minutes by using a 

backup taken just 15 minutes earlier.

FORMALISING THE CLOUD CONCEIT

The increased operational value 

provided by largely self-managing 

infrastructure may already be delivering 

wins — but it is also setting the stage for 

the transition to increasing use of cloud-

based storage services not just as file 

lockers, but as seamless, compliance-

driven extensions of government 

agencies’ infrastructures.

Enterprise-storage giants EMC and 

VMware recently pushed into this space 

to join the likes of Commvault, which 

recently updated its core Commvault 

Data Platform (CDP) portfolio, an open-

standards platform that breaks down 

the barriers between on-premise, 

hybrid, private-cloud and public-cloud 

environments like Amazon S3 Cloud 

Storage and that company’s Glacier 

large-file archiving service.

Simply shuttling data to and from 

S3 and Glacier isn’t enough, however: 

today’s unified data management 

approach includes data-aware 

governance controls, security, backup 

and replication capabilities, extensive 

searching and a host of other solutions 

that deal with data in the cloud as easily 

as they deal with data on premises.

Commvault is aiming high with CDP, 

which it is promoting to partners and 

ISVs as a core element of a broader 

storage and data management 

infrastructure. Conventional backup 

techniques, such as snapshotting and 

disaster recovery, are being paired with 

active data management and wrapped 

into a single management framework 

designed to simplify the task of keeping 

on top of the environment in real time.

Easier availability of such services 

is driving expansion in offerings such 

as BCT Australia’s compliance-driven 

backup-as-a-service offering, which 

offers multiple site redundancy for 

storage of not only email but files and 

folders, database files and server 

configuration information.

This sort of approach is being writ 

large within government agencies 

as states such as NSW push hard to 

consolidate core services and deliver 

data analytics and other key capabilities. 

This push towards consolidation 

complements the evolving effort to 

bury storage in layers of management 

and integration — such as the effort 

undertaken by consultancy Secure 

Logic to work on the NSW Government’s 

recent GovDC data centre 

consolidation.

Secure Logic began working with the 

Department of Finance, Services and 

Innovation several years ago to simplify 

and consolidate its infrastructure, 

combining a broad range of capabilities 

into two core data centres. To replace 

a morass of stand-alone solutions, 

the focus of the project was to build 

storage and other services into an 

easily manageable environment that 

would allow secure access to a range 

of service provider offerings and scale 

to support the needs of the various 

government departments relying on the 

new environment.

“What we’ve done is to take a lot 

of complex solutions and turn them 

into a very simple, straightforward way 

to deliver,” explained CEO Santosh 

Devaraj. “We took the department’s 

vision and created a technology 

ecosystem blueprint where agencies 

can consume their information or 

services from any supplier. It doesn’t 

matter whether it’s a small organisation 

or a large enterprise: they have an 

equal chance of offering the solution to 

any other agency or service provider 

offering the solution as well.”

By presenting itself as a cloud 

environment to state government 

agencies, this environment can offer 

encrypted, securely managed data 

storage on an IaaS basis that is both 

physically removed from the requesting 

agency and tightly manageable by that 

agency as part of its overall storage 

environment.

The role of cloud in empowering 

this ecosystem is set to expand in 2016, 

Devaraj says, with new service providers 

and security capabilities coming online 

as well as cloud-connection tools and 

aggregators for cloud services. In this 

way, the environment will continue to 

empower IaaS providers to improve 

their own cloud-storage environments 

while allowing users to seamlessly 

interact with those environments on an 

as-a-service basis.

“The cloud has become a big 

thing now,” said Devaraj. “As agencies 

move into GovDC, there is a whole 

lot of migration effort required. It 

truly comes to the point where they 

analyse what’s there, the metrics of the 

service backbone and the benefits of 

consuming a range of services from 

the market provider. By leveraging the 

consolidated model, they can drive the 

cost down to make [cloud] a very easy 

point of comparison for them.”

“We took the department’s vision and created a 
technology ecosystem blueprint where agencies 
can consume their information or services from 
any supplier.” — Santosh Devaraj

 Storage
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Microsoft Lumia smartphones
Microsoft has added the Lumia 950 and 950 XL to its Lumia portfolio of mobile 

devices featuring Windows 10, enabling a seamless transition across Windows 

devices. Designed for mobile professionals who require a smartphone that works 

like a PC, the devices feature high-quality HD displays, PureView cameras with 20 

MP sensors and triple LED natural flash.

Both models come with Continuum for phones, enhanced by the optional 

Microsoft Display Dock accessory. This allows users to connect their phone to 

a monitor or add a keyboard and mouse, while simultaneously taking calls or 

performing other tasks. They also feature a QuadHD AMOLED display with up to 

564 ppi, which ensures good visibility even in sunlight. The 950 comes with a 5.2″ 

display, while the 950 XL has a 5.7″ display.

Both phones also have the latest generation Qualcomm Snapdragon processors. 

They feature a microSD slot, supporting up to 200 GB of expandable storage, a 

USB-C charging port for data, AV connectivity and a 3.5 mm stereo headset. 

Microsoft Pty Ltd

www.microsoft.com.au



38 | GTR FEBRUARY 2016 WWW.GOVTECHREVIEW.COM.AU 

ENERGY SAVER

E
stablished in April 

2012, the Clean Energy 

Regulator (CER) is the 

federal government 

body responsible for 

administering legislation that will reduce 

carbon emissions and increase the use 

of clean energy. One of the schemes 

the CER administers is the Renewable 

Energy Target.

The Renewable Energy Target is 

designed to ensure that at least 20% of 

Australia’s electricity supply comes from 

renewable sources by 2020. To achieve 

this target, the scheme operates on 

the creation of tradable certificates — 

which provide an incentive for home 

owners and businesses to invest in, and 

generate electricity from sustainable 

and renewable sources.

A virtual eye above the 
ground is enabling the 
Clean Energy Regulator 
to expedite approval of 
financial incentives for 
small-scale solar energy 
systems.

Case Study
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ENERGY SAVER

The Renewable Energy Target is 

broken into two separate schemes — 

the Large-scale Renewable Energy 

Target and the Small-scale Renewable 

Energy Scheme.

The Small-scale Renewable 

Energy Scheme creates a financial 

incentive for individuals and 

businesses to install eligible small-

scale renewable energy systems such 

as solar panel systems and solar water 

heaters. It does this through the small-

scale technology certificates (STCs), 

which liable entities have a legal 

obligation to buy and surrender to the 

CER on a quarterly basis. STCs can be 

produced following the installation of 

an eligible system and are calculated 

by the amount of electricity a system 

produces or displaces. They can be 

sold to recoup a portion of the cost of 

purchasing and installing the system.

The CER receives thousands of 

STC applications every week, and to 

approve each application, it needs to 

confirm that eligibility requirements 

have been met.

At its peak, the CER received up 

to 20,000 STC applications per week. 

The unit responsible for approving 

the applications, the Validation Team, 

knew the existing method was not 

working, and the situation was about 

to reach crisis point. Assessing and 

approving the applications was a 

manual and time-consuming process, 

which involved calling households and 

businesses to confirm the systems did 

exist, as well as personally inspecting 

properties.

The team had tried using Google 

Earth to see if it could get close 

enough from above to see what was 

installed. Unfortunately, the images 

were not current or clear enough to 

determine what was on the roof at that 

time.

The CER began using nearmap, 

which gave it the ability to have 

a virtual eye above the ground at 

all times — enabling it to remotely 

perform validation checks on roofs 

for the first time. This resulted in 

STCs being approved faster, more 

accurately and more cost-effectively. 

The use of high-resolution nearmap 

PhotoMaps imagery eliminated the 

need for the costly, time-consuming 

site visits and reduced the number of 

calls to home owners and businesses.

“STCs are a fiscal commodity and 

can cause a lot of financial strain on 

the solar industry if there are extended 

delays with the approval processing,” 

said Matthew Power, senior manager, 

Scheme Settings and Coordination 

at the CER. “Most solar energy 

installation businesses aren’t big 

companies, they don’t have massive 

reserve funds to draw upon and poor 

cash flow has the potential to cripple 

their businesses. If we hold certificates 

back we can actually send companies 

broke.”

The service nearmap provides has 

also greatly increased the number of 

checks the CER can do at a time and 

minimised the number of improperly 

created STCs.

The versatility of nearmap’s 

service as a visual geospatial 

solution has also inspired a number 

of unexpected benefits, such as 

keeping an eye on new developments 

to predict system installations and 

certificate application influx ahead of 

time.

“Creators of these certificates 

are required (by law) to maintain and 

provide, upon request, certain pieces 

of documentation as evidence of their 

installation,” said Jessica Feeney, team 

leader, Validation Team at the CER. 

“In saying that, the paperwork doesn’t 

physically show you what is on the 

roof, or if there is an installation at all.”

nearmap provided a complete 

solution for the application approval 

process. nearmap PhotoMaps are 

updated regularly and captured at 

the extremely high resolution of 7 cm 

per pixel — approximately five times 

clearer than satellite imagery. The 

team could sign into nearmap from 

any device, zoom into the property 

and see whether the system had been 

installed in the first place, and whether 

it had been accurately represented in 

the application.

Being able to access up-to-date, 

high-resolution aerial images from 

anywhere means that checks can now 

be done within seconds, having a 

major impact on CER’s productivity.

nearmap is continually flying, 

capturing and providing detailed, 

accurate, timely data for 85% of 

Australia’s population. It processes 

captured imagery and uploads it 

online in a matter of hours or days. 

It was the currency of nearmap’s 

imagery and data that provided CER 

with the confidence to rely on the 

platform for approving the growing 

number of STC applications.

“nearmap’s technology allows us 

to quickly and easily verify the integrity 

of the solar energy systems being 

installed, reducing the risk of fraud 

being applied under the Small-scale 

Renewable Energy Scheme,” added 

Power.

nearmap has greatly improved 

CER’s ability to discover improperly 

created small-scale technology 

certificate applications, which may 

have otherwise gone into the market.

For investigations that require 

historical evidence, where there may 

have been an issue with the provision 

of inaccurate or false information 

or claiming on systems that did not 

exist, the Validation Team had no 

visual records to assess whether 

the applicant was providing correct 

information. Using nearmap’s timeline 

tool, the Validation Team can go back 

in time to reveal what system existed 

on particular days, months and years. 

This arms CER with the evidence 

needed to take certificates out of 

the market and prosecute fraudulent 

applications where warranted.
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CENTRE OF 
ATTENTION
T he NSW Government is 

pushing ahead with its 

plans to improve service 

delivery by outsourcing 

certain IT functions to 

industry. The latest step in this process 

is the opening in Parramatta, Sydney, of 

the Infosys Delivery Centre. The centre 

will provide finance, HR, accounting and 

back-office services to more than 6000 

staff across the NSW public service.

A similar centre operated by Unisys 

is set to open in early 2016 in the nearby 

suburb of Rhodes.

Infosys was selected by the 

government in June 2015 to provide 

the service. The arrangement, which 

has been dubbed GovConnectNSW, 

replaces the government’s own 

ServiceFirst.

Six government bodies are the 

initial clients: the Department of 

Finance, Services and Innovation; 

Service NSW; the Department of 

Premier and Cabinet; the Public 

Service Commission; NSW Treasury; 

and the Independent Pricing and 

Regulatory Tribunal.

Outsourcing

OUTSOURCING OF BACK-
OFFICE FUNCTIONS TO 
PRIVATE ENTERPRISE 
HAS BEGUN IN NSW, 
WITH INFOSYS’ NEW 
GOVCONNECTNSW 
DELIVERY CENTRE UP 
AND RUNNING.

Jonathan Nally
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CENTRE OF 
ATTENTION

“We’re going to be able to deliver 

some very genuine efficiencies for the 

NSW Government from this centre,” 

said Allen Koehn, Infosys’ general 

manager, public sector. “And it’ll enable 

the government to focus on their 

transformation agenda for the citizens 

of NSW.”

Those efficiencies are expected to 

save the government $13.4 million over 

the initial six-year period of the contract, 

with annual savings thereafter expected 

to be $19.5 million.

For Infosys, the new centre also 

provides an opportunity to pick up 

more business process management 

work from other NSW Government 

departments, other governments 

in Australia and New Zealand, and 

corporate clients.

Speaking at the opening of the 

centre in mid-December, Minister for 

Finance, Services and Property Dominic 

Perrottet, said that “whilst you could 

say that talking about government back 

office is not the top of the list for parties 

on a Saturday night as a talking point, I 

am genuinely excited… because I know 

this partnership [with Infosys] is going 

to do great things for government. It 

really fits with the philosophy of what our 

government is all about.

“It comes down to the core 

aspect… and that is, what is our core 

responsibility in government?” the 

Minister said. “And we don’t need to be 

experts in technology. Sure, we need 

to have people… within government 

who have expertise in technology, but 

we don’t need to build a technology 

business within government when 

there is the private sector [that has] that 

expertise.

“Our core responsibility is to provide 

the best services that we can,” the 

Minister added. “This is the start of, 

hopefully, many other projects in a range 

of other areas across government, 

where we start to bring that philosophy 

through.

“It gives our public servants, who 

are at the forefront of providing the best 

service to our citizens, the tools that 

they need to provide that best service. 

And from a finance perspective, all I 

want to see [is the government] having 

the best services at the best price.”

“We know that from a reform 

perspective, this is not a trivial thing that 

the government is doing,” said Koehn. 

“It’s really the first sizeable offshoring 

of real processing that any government 

anywhere in Australia is doing.

“Some of us have been thinking 

about this initiative for literally over three 

years, and I know the state has been 

thinking about it even longer. It is really 

the beginning of the road; it’s not the 

end of the road.”

By outsourcing many day-to-day 

government IT functions to a state-

of-the-art corporate facility, some of 

the problems associated with having 

disparate IT systems spread across 

numerous departments will be obviated 

— including keeping up to date with the 

latest technology.

“When I was first appointed in the 

role of the Minister for Finance and 

Services, I was really blown away by the 

technology that government has, but not 

blown away in a good way,” said Minister 

Perrottet. “We had Internet Explorer 6 

last year. Obviously that was pretty cool 

back in 2001, but not as cutting-edge 

today.”

TRANSITION TO TRANSFORMATION

“We are completing the transition phase 

at the moment,” said Andrew Groth, 

Infosys’ regional VP for Australia and 

New Zealand. “That transition phase 

is really about taking over the work 

that was previously done by the NSW 

Government itself. The next important 

milestone is a transformation phase.

“As we’ve taken over the work, we’ve 

taken over a number of technologies 

and systems, and what we’re doing is 

transforming those into a more modern 

platform, consolidating systems,” added 

Groth. “The underlying IT systems 

used are from SAP. There are different 

versions being used by different 

departments. It doesn’t make sense.

“So by consolidating that onto a 

single platform, it’s going to make the 

whole environment more efficient, 

more cost-effective, and [for] the public 

servants who are going to be using this 

service, [it’ll] provide them much better 

tools to do it.”

The target is to complete 

transformation activities by mid-2016.

Beyond that, “we see the potential 

here to broaden the partnership with 

the NSW Government,” added Groth. 

“We think there’s a whole lot of design 

thinking, innovative value expansion 

we can bring to the NSW Government, 

so that’ll be one area for expansion that 

we would look for. We’re already doing 

business with a number of the other 

states, Queensland and Victoria; we’re 

already doing business with the federal 

government.”

Groth said that these types of service 

delivery arrangements have happened 

for many years in the corporate world, 

and that the time is right for it to extend 

to the public sector.

“I think what’s happened is the 

combination of the government’s 

vision, what they’re trying to do and 

the alignment with what’s possible has 

come together,” he said.

“We don’t need to build a technology business 
within government when there is the private 
sector [that has] that expertise.”
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OPEN ALL HOURS
FROM OPEN PUBLIC DATA TO 
OPEN ‘ANY’ DATA
Rick Howard, Research Director, Gartner

BY 2018, A THIRD OF DIGITAL GOVERNMENT PROJECTS WILL TREAT ANY DATA AS 
OPEN DATA. BUT HOW DO WE GET THERE FROM HERE?

Open Data
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To date, the value to society 

from the one million (and 

counting) government 

open datasets has largely 

been achieved through 

efficiencies realised in the form of 

savings or economic surplus, such as 

reducing commute times, rather than 

by generating sustained revenue. The 

exceptions are the use of weather and 

climate data to improve forecasting 

models and the use of GIS data to create 

new services for business and citizens.

Growth in the established commercial 

markets or entrepreneurial start-ups 

that profit from government open data 

will continue as more diverse and 

rich datasets are opened for public 

consumption. New markets will develop 

as open data standards in areas such 

as personal health management 

or residential or business energy 

consumption become widely adopted.

However, the benefits to government 

to sponsor and maintain an open data 

program have been indirect and difficult to 

measure. To obtain quantifiable business 

value from its data assets, government 

must identify and pursue open data use 

cases that produce additional revenue, 

improve business operations or achieve 

better program outcomes.

For example, increased compliance 

may result when tax and revenue data 

is used internally by a licensing and 

permitting agency to scan transactions 

involving properties of individuals or 

companies owing taxes. At the same time, 

Gartner advises program managers to 

track and publish the costs associated 

with each open dataset. Posting the cost 

of producing open data is one way to 

determine its value to society and is a 

reminder that ‘open data is not free’.

Through all stages of the information 

life cycle, government information 

management practices must evolve to 

allow any service or application to use 

or re-use data within the parameters 

of its access rights. The seamless 

exchange of government data across 

agencies, jurisdictions and industries 

requires the end-to-end digitalisation of 

business processes and data accessible 

through web APIs. What will emerge 

are transformed business processes or 

radically new service delivery models 

enabled by the flow of open data 

among government agencies, citizens, 

businesses and things.

THE ROLE OF LEGACY 

MODERNISATION

Many government organisations are 

struggling with modernising their legacy 

mission-critical systems by using a 

combination of commercial off-the-shelf 

(COTS), open-source, re-usable and 

externally sourced (including cloud-

based) solutions. At the same time, these 

organisations are involved, to different 

extents and degrees of maturity, in a 

number of open government initiatives 

that often revolve around making public 

data more easily accessible through web 

APIs.

These two activity streams may 

be much more closely related than 

many people think. Better integration 

and data exchange between mission-

specific applications and more accurate 

data analysis capabilities to improve 

performance are top of mind for many 

government CIOs, and yet they rarely 

connect the dots between those problems 

and how open data may offer a solution. 

Gartner recommends that government 

CIOs identify low- to moderate-risk legacy 

modernisation initiatives in which an open-

data-centric approach can be used.

Many tend to equate open data with 

public data, given its original definition. 

However, data can be defined as open 

when it is machine-readable and is 

accessible through an API. This can 

apply to potentially any data that needs 

to be processed: whether it is public, 

discoverable through Freedom of 

Information Act requests or restricted (for 

example, covered by privacy laws).

The value of public open data resides 

in increasing transparency, allowing 

internal and external parties to figure out 

new ways to use data that can deliver 

efficiency or even contribute to economic 

growth.

Efforts are already underway in several 

jurisdictions, such as the UK, to move from 

open public data to linked public data. The 

use of linked data supports easier sharing 

and integration of data across enterprise 

boundaries. Gartner defines linked data 

as a web-orientated set of technologies 

and methods that simplify the publishing, 

discovery, interoperability and re-use 

of data for the purpose of generating 

information-sharing network effects. 

‘Linked data’ is a data management and 

mathematical principle, which holds 

that any time two data points are used 

together it creates a weighted link. As 

more valid use cases for the link emerge, 

the link grows in weight.

Also, relentlessly opening data 

allows the uncovering of so-called ‘dark 

data’ — that is, information assets that 

organisations collect, process and store in 

the course of regular business activity but 

generally fail to use for other purposes.

TOWARDS DATA-CENTRIC 

GOVERNMENT

The next, more disruptive step is to 

consider usually restricted business-

specific and personal data as open 

data. This data is not meant for public 

consumption, and is fraught with privacy 

and sensitivity issues, yet it can be 

modelled as open data to facilitate the 

development of more granular and agile 

context-sensitive applications, as well 

as a more coherent data exchange and 

The value of public open data resides in 
increasing transparency, allowing internal 
and external parties to deliver efficiency and 
contribute to economic growth.

>>
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analysis across agency boundaries and 

beyond.

There is only anecdotal evidence that 

this is happening, but this is a key trend 

for governments that want to become 

smarter — that is, more affordable and 

sustainable.

This approach gives rise to what we 

call data-centric government. The focus 

is no longer on applications. Data is now 

the key asset, around which applications 

are built.

Data centricity in government has 

several advantages. It supports:

• Better interoperability and joining-up. 

Rather than being forced to extract 

data from applications to achieve 

integration across organisational 

boundaries, data is described and 

accessible through a web API by 

all prospective user applications 

according to specific access rights.

• Innovative application development 

and procurement. The same 

approach that is used to develop 

mobile or web applications 

based on open public data (such 

as app contests, hackathons or 

datapaloozas) can be used to build 

applications that access non-public 

data. This would favour more agile 

development and support greater 

employee centricity, as employees 

would be able to develop and/or 

compose applications to access data 

in more effective and convenient 

ways.

• The evolution towards ‘citizen data 

vaults’, giving citizens better ability to 

control access to their own data and 

share it across agencies or with the 

private sector if they wish.

Data centricity also carries a number 

of challenges:

• By helping to break silos, data 

centricity threatens the status quo 

and thus may encounter all sorts of 

resistance, usually expressed in terms 

of security and privacy implications. 

Open data does not pose a threat 

to either per se as access to data 

can be controlled in an even more 

granular and auditable way. However, 

the proprietary attitudes of programs 

or agencies that generate data can 

also have a chilling effect on open 

data and data-sharing initiatives. 

Data ‘ownership’ issues are often as 

big a barrier as security or privacy, 

so open data governance that 

operates according to the principal 

‘government data is a public good’ 

is key.

• Open data and public data are often 

synonymous or used interchangeably, 

and this leads to possible confusion. 

Senior leaders do understand the 

importance of open public data and 

want to be seen as progressive and 

transparent, while they are unlikely 

to see any political capital in focusing 

open data on more internal issues, 

such as productivity and integration.

• Required skills for data architecture 

are in short supply, and open data 

expertise is mostly available in the 

Web 2.0 and open government 

circles, where people are mostly 

concerned with transparency and 

cool apps.

The confluence of open data and 

legacy modernisation in government is 

creating the conditions for a new way 

for CIOs to structure public services 

and applications that is centred on data 

rather than processes. The growing 

public use of government open data 

has demonstrated its potential for 

economic development, increased 

citizen engagement and the formation of 

entrepreneurial start-ups. The end-to-

end digitalisation of business operations, 

and the digital data generated by those 

operations, will create new service 

delivery channels supported by public-

private partnerships. Innovation within 

government and across other sectors of 

the economy occurs when data is easily 

collected, published and re-used, no 

matter where it originates — be it from 

people, digital business operations, or 

things such as sensors or devices.

Remember that open data is not 

synonymous with public data. An 

increasing number of organisations 

are leveraging open data for internal 

transparency and data integration 

purposes. Although the political capital 

of open data resides in its external 

consumption, government organisations 

can greatly benefit from it internally.

Open Data
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GIS FACILITATES REGIONAL 
FREIGHT TRANSPORT PLAN

The Riverina Eastern Regional 

Organisation of Councils (REROC) 

is a voluntary association of 14 local 

government bodies, located in the 

eastern Riverina region of NSW. The 

members of REROC are the councils of 

Bland, Coolamon, Cootamundra, Greater 

Hume, Gundagai, Junee, Lockhart, 

Temora, Tumbarumba, Tumut, Urana, 

Wagga Wagga, and the Goldenfi elds 

Water and Riverina Water county councils. 

The REROC region covers an area of 

some 45,000 km2 and contains some of 

the state’s most heavily used road and 

rail transport corridors, including the 

Hume Highway, the Newell Highway, the 

Olympic Highway, the Burley Griffi  n Way 

and the Main Southern Rail Line.

Most of the 41 million tonnes of freight 

that is transported between NSW and 

Victoria each year passes through the 

REROC region, primarily by road but also 

by rail. It is estimated that the volume will 

double by 2031, which will add pressure to 

regions’ road and rail networks. It will also 

bring opportunities.

REROC initiated an investigation 

of the freight infrastructure network to 

develop an integrated transport solution 

for the region. The overall aim was to 

develop a regional approach to transport 

planning, whereby signifi cant road and 

rail freight corridors could be mapped and 

constraints on those corridors identifi ed. 

The project goals were:

• Map the transport network of 

identifi ed freight corridors that 

facilitate the effi  cient and eff ective 

movement of freight within and 

through the region.

• Support the development and 

implementation of integrated freight 

transport solutions.

• Remove identifi ed road constraints 

within the region by 2021.

• Support the growth and development 

of logistics solutions that improve 

freight movement.

• Share the outcomes.

Councils in the region have diff erent 

mapping software (MapInfo and Esri). 

The challenge for REROC was to fi nd 

a platform that could bring all the data 

together, was easy to use and enabled 

free sharing of the maps to support the 

Regional Freight Transport Plan. The 

project was underpinned by online 

mapping of freight routes, modal points, 

constraints and pinch points. The online 

mapping solution was delivered by Spatial 

Vision using GIS Cloud.

The mapping involves a suite of 

transport layers, including: modal points 

for grain, livestock, timber and other; 

identifi ed strategic routes; constraints 

on network; and existing routes for 

B-Doubles and road trains, as well as 

railways (passenger and freight, freight 

only, closed lines).

The benefi ts of using the GIS Cloud 

solution have included: the ability to brand 

with REROC logo and name the portal 

www.reroc.giscloud.com; the ability to 

switch maps (from transport to industrial, 

with the ability to add more maps later); 

embedded Google Street View; the 

ability to search the database to fi lter to a 

suitable industrial lot for a developer; and 

the ability for the end user to download 

maps in a variety of GIS packages.

With the success of the project, 

REROC has investigated how the mapping 

could further advance other regional 

programs, including the development of 

an Industrial Land layer.

“Spatial Vision and GIS Cloud have 

been able to provide software and 

support to help us achieve the ability to 

get our Regional Mapping Projects into 

an online mapping environment that can 

be easily used by the general public,” said 

REROC’s Daniel Smith.

Eastern Riverina councils 
needed a solid mapping so-
lution to help cope with the 
41 million tonnes of freight 
passing through the region 
each year.

Technology@Work

Spatial Vision
www.spatialvision.com.au
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Infrastructure

SMART METERING

DATA 
ANALYTICS 
TO UNLOCK 
AUSTRALIA’S 
SUSTAINABLE 
FUTURE
Mary Wilson, Director, Smart Metering, Sensus

AUSTRALIA HAS THE 
OPPORTUNITY TO BUILD A SMART 
NETWORK TO SAFEGUARD THE 
COUNTRY’S MOST PRECIOUS 
RESOURCE — WATER.
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Ageing infrastructure 

and Australia’s growing 

population are causing a 

restriction of resources, 

which is affecting the 

operation and performance of water 

utilities.

The force of digital disruption across 

the technology sector is also increasing 

the pressure on utilities to perform 

at a higher level and utilise data to 

benefit the consumer. Add that to the 

complex Australian climate, with natural 

disasters like bushfire and drought, and 

it’s clear that water is a more critical 

resource than ever.

To combat these issues, utility 

companies can turn to the power of data, 

technology and location-based analytics 

to better understand and manage water 

infrastructure and networks.

Water leakage in Australia is up to an 

average rate of 18% and, according to 

National ICT Australia (NICTA), Australian 

water utilities spend $1.4 billion per year 

on reactive repairs and maintenance, 

including the consequence cost of social 

and economic impact.

As utilities implement new technology, 

such as smart communication systems 

and sensors to better their operations, 

they are receiving endless amounts 

of data from their infrastructure and a 

variety of external sources. This is, in 

turn, making a speedier fix possible for 

consumers.

Utilities can use different types of 

smart sensors to gather data and apply 

advanced analytics techniques, such 

as sensors and pattern detection, to 

potentially provide real-time information 

on the location of a leak in the network.

THE BENEFITS OF DATA COLLECTION

As always, proactive measures will 

win out over reactive actions in the 

long term. Saving water can also save 

energy because utilities won’t have to 

pay for electricity to pump, clean and 

distribute non-revenue water. The most 

expensive cost of running a water utility 

is electric power.

Potential cost savings for the industry 

are enormous, with the best opportunities 

to improve utility performance found 

to be through leakage and pressure 

management, streamlined water quality 

monitoring and maintenance. Solutions for 

these issues could lead to savings for the 

water industry of up to $700 million per 

year long term; a worthwhile infrastructure 

investment.

There are data-driven techniques 

designed to improve the prediction 

of pipe failures; this data will lead to 

intelligent predictions to help to reduce 

maintenance costs, prioritise capital 

spend and minimise disruption to water 

supplies and the community.

HOW CAN DATA HELP?

Data analytics can help utilities receive 

the maximum value out of the information 

collected: from leaks to non-revenue 

water to water distribution.

By considering the sources of data, 

consumer consumption behaviour, climate 

data (ie, drought flow) and population 

data as reference points, it’s possible 

to leverage an overview of the existing 

system and prioritise the issues that can 

be solved. For example, the combination 

of meter data and a customer-facing portal 

can help utilities empower their customers 

to proactively monitor for leaks and 

monitor water usage.

Data analytics can also facilitate 

conservation by reconciling non-

revenue water loss, enabling customer 

segmentation and additionally providing 

environmental and societal benefits. 

Utilities can foster these benefits through 

closely monitoring customer usage and 

educating customers on their consumption 

by providing them with regular alerts on 

their personal water usage.

FROM ANALYSIS TO ACTIONABLE 

INSIGHTS

It is important for utilities to recognise that 

water is not their only valuable resource; 

they can turn data into actionable 

insights. The introduction of real-time 

meter reading capability means that 

utilities can gather and analyse meter 

data using planned checks and reporting 

systems, which is an essential factor for a 

long-term solution.

By encouraging customers to self-

initiate conservation through customer 

portal applications, it will be easier to 

generate long-term conservation gains, 

as improved communication to customers 

about their consumption is more likely to 

encourage self-initiated conservation to 

take place.

WHAT DOES THIS MEAN FOR 

AUSTRALIA?

The biggest issue for water utilities in 

Australia is water leakage. The best 

communications systems and data 

analytics tools will help to provide the 

right solutions at the right time, and adapt 

as each utility embarks on its journey of 

change.

Through the use of smart water 

networks and data analytics, customers 

are able to retrieve on-demand data 

and convert it into insights that can be 

immediately acted upon to improve 

efficiency and revenue. With these 

considerations in mind, water utilities are 

on their way to a better, sustainable future.

Smart water networks are key for 

the future of utilities in Australia. There 

is complex disruption happening 

in the industry, but this brings great 

opportunity to build a smart network to 

safeguard the country’s most important 

resource — water.

According to NICTA, Australian water utilities 
spend $1.4 billion per year on reactive repairs 
and maintenance, including the consequence 
cost of social and economic impact.
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Digital Engagement

ACCELERATING 
TRANSFORMATION
Peter Sabine, Government Lead for APAC, LivePerson

MOVING TRANSACTIONS ONLINE IS NOT ENOUGH — THE WHOLE 
RELATIONSHIP, INCLUDING TRANSACTION, INTERACTION AND FOLLOW-UP, 
MUST BE DIGITAL.
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The experience of calling a 

company and being met 

with overly complicated 

voice response systems, 

long wait times and 

inane on-hold music has undoubtedly 

left many frustrated. Customers of 

government departments are no 

exception.

Most government customers today 

are still forced to interact with dated 

voice response systems or to physically 

visit a service centre. Essentially, a 

customer who needs assistance must 

resign themselves to joining a queue, 

whether in person or via a 1800 number. 

The effectiveness of these systems is 

increasingly being called into question 

following the experience of Centrelink, 

where more than 26 million phone calls 

went unanswered last year. In addition, 

waiting times averaged a whopping 

17 minutes per call. According to the 

National Audit Office, a crisis of this 

nature would require another 500 

public servants — at an annual cost of 

$100 million — to reduce waiting times 

to merely ‘acceptable’ levels. Let’s be 

honest, not every organisation has such 

a hefty sum lying around.

A situation like this can be easily 

solved by adopting digital engagement 

options to deflect calls to chat 

messaging instead. This allows a 

company to handle more customer 

contacts with the same number of staff.

HOW AUSTRALIA’S GOVERNMENT 

STACKS UP

According to a recent report from EY 

Sweeney, more than two-thirds of digital 

opinion leaders and 48% of consumers 

think Australians are in danger of being 

left behind when it comes to digitisation, 

due to government digital policies.

The report cites slow internet 

speeds, a lack of robust, digital 

infrastructure, mediocre standards, poor 

delivery of e-commerce and a lack of 

innovation as potential factors.

Meanwhile, according to the World 

Economic Forum’s 2014 Network 

Readiness index, Australia was ranked 

just 18th in the world in relation to 

digital advancement.

These figures are representative 

of a general government reluctance 

to seek new digital methods of 

engagement that will revolutionise 

how citizens interact with the public 

sector. In fact, according to Deloitte, 

Australians undertake more than 800 

million transactions with government 

agencies each year, with around 

40% still being completed using 

traditional (non-digital) channels. If 

this figure could be reduced to 20% 

over a 10-year period, Deloitte has 

estimated productivity, efficiency and 

other benefits to government will be 

worth around $17.9 billion — along 

with savings in time, convenience and 

out-of-pocket costs to citizens worth a 

further $8.7 billion.

THE COST OF DIGITISATION

For most budget-conscious government 

agencies, a key barrier to digital 

adoption is the perceived additional 

cost. However, what most organisations 

do not realise is that introducing a digital 

engagement platform actually enables 

customer care professionals to be more 

productive without increasing their 

workload. It also enables customers to 

be guided to self-serve options more 

easily.

As a result, in terms of costs, a self-

serve digital transaction is almost 50 

times cheaper for organisations than 

a face-to-face transaction. According 

to Deloitte, online transactions cost 

just 40 cents compared to telephone 

transactions, which sit at $6.60. At the 

same time, the online channel can 

produce transaction volumes of 490 

million per year, while telephone and 

face-to-face sit at just 139 million and 

84.1 million respectively.

COMPLETING THE 

TRANSFORMATION

For departments and agencies 

wanting to increase their digital 

transaction volumes, the key is to 

handle as many simple requests as 

possible through digital means, such 

as real-time messaging, contextual 

content and phone deflection. Then, 

those departments and agencies 

can have visibility on more complex 

requests to see which ones can also 

be handled digitally.

This strategy might require more 

advanced tools such as co-browsing, 

which enables the customer care 

professional to see the customer’s 

screen and guide the customer 

through their journey in a secure 

manner. It even allows the professional 

to help the customer fill out a form, 

while masking sensitive data from 

being seen or recorded; and video 

share, to push a ‘how to’ video to 

assist the customer. All of these 

journeys can no doubt be handled 

more efficiently online than by 

telephone or at a service centre.

INSTILLING A DIGITAL MENTALITY

One of the biggest challenges of 

going digital within the public sector is 

organisational inertia. Human nature 

both on a personal and organisational 

level exhibits the following traits: 

resistance to change, tribalism and an 

internal focus. Government needs to 

set these aside and commit to a new 

digital relationship with users.

Those in charge have to get 

past the tribalism associated with 

the thinking ‘I’ll just do this for my 

department’ and contemplate a user’s 

entire relationship with government. 

Finally, achieving a true digital 

transformation requires government to 

put the user at the very centre, rather 

than focusing on what it thinks is best 

or easiest to complete.

Moving transactions online is not 

enough. The whole relationship, 

including transaction, interaction and 

follow-up, must be digital. Government 

must remember this is not a one-time 

transformation — it is an ongoing 

commitment to a digital relationship.
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RETHINKING DATA PROTECTION DURING 
THE IDEAS BOOM

May 2016 will mark exactly three years 
since the federal government announced 
its national cloud strategy. Since the 
announcement, various agencies and even 
state governments have moved at varied 
pace towards the cloud.

Recently, Prime Minister Malcolm 
Turnbull also announced the National 
Innovation and Science Agenda and 
enthusiastically welcomed everyone to the 
‘Ideas Boom’. A key component of this is 
the development of a Digital Marketplace. 
Modelled on the UK Government’s 
‘G-Cloud’, the Digital Marketplace will 
serve as an online directory of digital and 
technological services for government 
agencies to procure ICT solutions from 
start-ups and small to medium-sized 
enterprises.

With a prototype Digital Marketplace 
expected in early 2016 and over 7000 
datasets now publicly available and 
growing, it won’t be long before we 
see examples of ideas becoming 
reality through the combination of data, 
technology and smart minds. Initiatives 
such as the National Map (developed by 
NICTA, now known as Data61) are just the 
start of what’s possible. However, with 
more data becoming publicly available, do 
government agencies need to rethink their 
approach to data protection?

The short answer is yes. Coupled 
with the Digital Marketplace, the federal 
government is also mandating making 
all non-sensitive public data openly 
available by default. This ‘data sharing 
for innovation’ is designed to make 
government more citizen-focused, and 
develop new and innovative products and 
services.

IMPLEMENTING A SINGLE, 
SECURE, DATA PROTECTION 

PLATFORM CAN ALLEVIATE 
THE HEADACHES OF 

GOVERNMENT CIOS AND IT 
ADMINISTRATORS.

With the number of datasets open 
to the public continuing to grow, the 
challenge for the government and its 
agencies will be in ensuring the highest 
standards of privacy and security are 
adhered to when dealing with personal 
and commercial data.

And so we now enter an age of ‘public 
data by default’, and the associated data 
protection challenges that accompany it. 
These challenges will likely be the most 
complex that any of the government 
agency CIOs and IT administrators 
have faced. While the imperative of 
data protection in a data-sharing-for-
innovation model might seem like a 
contradiction, the key to the solution is 
to integrate data protection mechanisms 
that are manageable through a common 
framework for a comprehensive solution.

This is where a data fabric approach 
can help. A data fabric makes modern 
IT systems work. It seamlessly connects 
different data management environments 
across disparate clouds into a cohesive, 
integrated whole, and provides the 
data control and choice needed to 
operationalise the hybrid cloud. With this 
approach, organisations can manage, 
secure, protect and move their data 
across the hybrid cloud, no matter where 
it lives.

As we move into the public-data-by-
default age, the availability of a single, 
secure, data protection platform has 
the ability to alleviate the headaches of 
government CIOs and IT administrators. 
Adopting a data fabric strategy is 
foundational to supporting the ideas 
boom, enabling data to be seamlessly 
shared and foster innovation.

Opinion

Michael Steer, Federal & ACT Branch 
Manager, NetApp
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