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Minister’s foreword
Every hour of every day the world is changing.
People are designing and using technology in
ways unimaginable only a few years ago. We are
all increasingly reliant upon technology in
everyday life and many of us are making choices
to use digital services in everything we do. Over a
quarter of the Island’s population are digital
natives. They have never known a world without
the internet and businesses are reacting to this by
harnessing the huge beneﬁts the “digital age”
oﬀers.
Government is no diﬀerent. The Manx public as
well as local and international businesses, are
increasingly demanding Government to provide
simpliﬁed, convenient and good value services.
They expect Government to provide online
services of the standard they receive elsewhere.
Achieving this level of service delivery oﬀers huge
potential for more eﬀective, eﬃcient and intelligent
administration - a smaller, smarter Government.
It isn’t just about online services. Our front line
services are increasingly reliant upon digital
services for support to make them even more
eﬀective, productive and deliver improved
outcomes for their customers. We need to ensure
that we continue to support and develop
innovative ways to make these critical services
great.

This Digital Strategy is our ﬁrst attempt to bring
together all of the initiatives we have underway, to
highlight new opportunities for improvements and
to establish the overall vision for Government’s use
of technology and digital working.
Technology evolves at a rapid pace and so must
we. Without losing sight of our vision, we have to
be ﬂexible and adaptable enough to evolve our
plans as new digital opportunities arise. This
strategy deﬁnes our vision for digital service. It
outlines the results of the extensive research we
have conducted over the last few months. From
this learning the vision, principles and the key
programmes we must accelerate for the whole of
Government have been established.
The key to the success of this strategy though will
be people, not technology.
We will need leaders, skilled and committed staﬀ,
our supply partners, and of course, our customers
to all be involved. Although the Cabinet Oﬃce has
led the construction of this strategy, and I will
continue to oversee the implementation, it needs
to be owned by us all.
It is obvious to say that digital services oﬀer
signiﬁcant potential for those who choose to use
them in terms of convenience and simplicity.
However, digital working will beneﬁt everyone.

Through smart use of technology, Government
will improve the eﬀectiveness and eﬃciency of its
internal processes, better support front line
services across all channels and improve service
outcomes for all of our staﬀ and customers.
The strategy will require investment but this will be
made against clearly deﬁned beneﬁts. Beneﬁts
directly to Government through eﬃciencies, to
citizens and businesses from improved services
and to us all from improved outcomes.
I look forward to seeing the strategy develop and
move forward as we continue on our digital
journey together.

Hon. John Shimmin, MHK
Minister for Policy and Reform
May 2015

Introduction
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Introduction
In February’s report from the House of Lords - “Make or
Break: The UK’s Digital Future” they summarised:
“The world is being transformed by a series of profound
technological changes dominated by digital – a ‘second
machine age’. This is already having a signiﬁcant impact on
the UK; over the next two decades some economists have
estimated that 35% of current jobs in the UK could become
automated. Digital technology is changing all our lives, work,
society and politics. It brings with it huge opportunities for
the UK, but also signiﬁcant risks. This demands an ambitious
approach which will secure the UK’s position as a digital
leader. We recommend that the new Government
establishes a single and cohesive Digital Agenda.”
Isle of Man Government’s Vision2020 strategy recognised
this economic opportunity and provided a strong platform
upon which to support economic growth through the “Tech
Isle” and “Isle of Enterprise” strands in particular.
November’s mid-term report from the Council of Ministers
“Securing a sustainable future for our Island” focused on the
need for “Good Government” and conﬁrmed “We recognise
that government must change. We will lead the change to a
more eﬃcient way of working, using technology to support
better delivery of services and reduce bureaucracy. We will
work in partnership with, and listen to, the views of staﬀ and
our customers.”
The Digital Strategy builds on these themes and looks
speciﬁcally at how digital technology can and will improve
Government for the good of the Island.
In support of our economy and society at large, in support of
our individual services helping the vulnerable and in support
of our need to drive eﬃciencies to deliver lower cost
services.
The Digital Strategy is an evolution rather than a revolution
in that it builds on the journey to date, and lays a general
direction forward to accelerate and expand on this journey
right across Government.

In back oﬃce areas through automation, in customer facing
services through increased transparency and control and in
supporting front line services to be even more eﬀective and
eﬃcient and harness the power that the digital age provides.

The Digital Strategy is not a technology programme. Whilst
the Digital Strategy work has to date been led by
Government Technology Services, the technology is only
one ingredient and the most important ingredient is people.

Digital working requires a revolution in thinking though.

Our staﬀ, our suppliers and our customers. The strategy will
be overseen by the Cabinet Oﬃce, but will be owned by all
the Chief Oﬃcers and will be progressed as a joined up cross
Government programme.

Through the research undertaken in constructing this
strategy, we’ve been inundated with great ideas, fresh
thinking, frustrations on current pace and simply obvious
changes we need to make. We’ve also uncovered emerging
ideas and technologies that will undoubtedly require a
further change in thinking and we need to be prepared to
approach service delivery in a completely new way if we are
to fully take advantage of the beneﬁts digital services oﬀer.
The Digital Strategy is consciously released as version 0.1. It
is not a ﬁxed document that is now complete.
In a world where technology is not only constantly changing,
but doing so at an amazing rate, we have not tried to aim for
perfection in ﬁnalising it. Some actions in the strategy may
not be delivered, some of the journeys outlined may not be
progressed – but it’s a start.
The idea of accelerating change, of embracing new ideas, of
going live with early prototypes and iterating is a
fundamental principle of working in a digital world. We’ve
done the same with this strategy and will keep coming back
to it.
The Digital Strategy is a collaborative framework – it’s been
built with input from a large number of people across all
walks of life and digital working allows us to continue to
collaborate as it develops. The strategy envisages working
across Government in pursuit of joined up outcomes, with
the local industry in pursuit of harnessing local innovation
and skills, and with our customers in pursuit of delivering the
best possible service available in the most eﬃcient way
possible using digital services.
It is not simply about online services. Whilst these provide a
core part of our “digital front door” the digital strategy
reaches across all of our services across Government and
investment in technologies to support our front line staﬀ is
an equally important component.

The Digital Strategy will require new investment. The vast
majority of Government Technology Services staﬀ and
budgets are allocated to existing systems, supporting
customers each day across the whole of Government and
focused on today’s initiatives. This has realised signiﬁcant
savings and will continue to do so but we need to accelerate
hand in hand with each area of Government to deﬁne what
tomorrow’s services need to be and how we can deliver
them.
It doesn’t need to be a leap of faith however. We know there
are opportunities to improve services, to serve demand and
to improve outcomes. We know our strategy can and will
deliver real eﬃciencies and real savings. It can and will also
help grow the economy and support how we protect our
vulnerable.
Acceleration is key. In this strategy we’ve outlined the broad
building blocks that will allow Government to accelerate its
inevitable journey towards more and more digital working.
This is a wide ranging and ambitious programme of change
and reform.
It is also essential.
We have to have the courage and conviction that we can and
will harness the power of digital - and can do so with
increasing pace.
Thank you to everyone who’s played a part in developing the
strategy to this version 0.1 from which we can now move
forward.
Mark Lewin
Director, Government Technology Services
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Executive Summary
This strategy outlines a vision and sets out strategic objectives to be achieved.

Vision

Strategic
Aims

Isle of Man Government's digital vision is to improve the access to and quality of public services in a way that provides
better value to everyone in the Isle of Man. Our future Digital Services are those which are fully automated and controlled
by the customer. They will be so simple, convenient and compelling, that those who can will choose to use them.
A minimum saving of £5m to
be achieved within ﬁve years
ensuring the programme is
cost neutral across the period.

Further indirect savings and
service improvements of £5m
to be achieved within ﬁve
years.

Online uptake of transactional
services at 80% by volume within
ﬁve years with 50% by the end of
the current administration.

Achieve a top quartile place in the
rankings of the Capgemini EU
eGovernment Benchmark 2018.

Digital Principles

It then deﬁnes three overarching principles together with thirty actions across nine themes that will sit across the organisation and that will help us accelerate.

Thinking Digitally

Working Together

• Leadership & Commitment

• Customer Led

• Capacity & Capability

• Design Digitally

• Legislation & Regulation

• Common foundations

• Adoption & Inclusion

• Transparency

Learning Intelligently
• Measure & Evaluate

Finally it outlines at a high level existing and proposed programmes of work in speciﬁc areas across Government.

Digital
Programmes

Service
Programmes

• Health & Care
• Education & Sport
• Law & Order

Due to the nature of technology and its constant
evolution, this strategy and the programmes cannot
remain ﬁxed. They will need to be constantly under
review to ensure that the strategy is still delivering the
overall vision and objectives.
The constraints on Government’s ability to deliver
change in the current environment cannot not be
underestimated.

• Welfare
• Environment & Infrastructure
• Economy & Registries

Supporting
Programmes

This is a major change programme and needs
resource, money and concerted political support and
is a long term programme. Whilst many projects will
be able to deﬁne quick tangible results in the short to
medium term, the overall programme will be most
eﬀective if it is balanced.
This means beneﬁts will be balanced across short,
medium and long term and between direct cost
savings and service improvements and outcomes.

• myGov.im
• Productivity
• Transparency & Democracy

The broad aim at this stage is to have a programme
that will demonstrate a full return on investment
within ﬁve years, but will also deliver signiﬁcant and
visible improvements across all areas between now
and the end of this administration.
Through accelerated activity our ambition is to be
seen locally and internationally as an eﬃcient and
digital Government.

Why ?
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Why we need a digital strategy

Thinking Digitally

Working Together

Learning Intelligently
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Demand and Opportunity
When we started the journey to construct a new Digital Strategy, we started
with one simple question - did we need one?
Our 45 “digital champions” - volunteers across the organisation helped look
around us at other jurisdictions to see what plans they had - both generally
and speciﬁcally in areas that were relevant to their own area of Government
and in doing so we conﬁrmed that every other country either speciﬁcally
had a digital strategy, or a key plank of their overall reform strategy was
focused on a digital theme to support its delivery and in every area of
Government, digital transformation was underway.
Backing this approach was the clear evidence that digital services can cost
less than 1/50th of their traditional face to face counterparts and in
traditional front line services digital services were helping to transforming
outcomes - they are overwhelmingly the obvious way of providing cost
eﬀective, eﬃcient and convenient services in the 21st century.
Every country recognised the power of digital thinking and although many
used diﬀerent terminology, common themes around driving out costs,
expanding and increasing services and improving outcomes were clear. We
found substantial evidence that digital programmes were being driven in
traditional back oﬃce processing areas but also in front line services such as
health and education where giving the customer - the patient or student,
increased control and visibility on the service, led to improved outcomes.
We set up focus groups to discuss what was working well, consider areas for
improvements and seek new ideas for change, and using the champions
went out across Government and further aﬁeld into industry and third
sector representative bodies to likewise gather speciﬁc ideas and the
general direction.
We also invited the general public and industry bodies such as the Manx ICT
Association to provide input and in the following pages we’ve summarised
some of this input and the overall conclusions.
Two themes emerged throughout this process - Demand and Opportunity.
Without exception through all the focus groups and input provided internally and externally, there was a clear demand for more services to be
delivered and / or supported using digital means.

Additionally the evidence is overwhelming that around us jurisdictions and
front line services are embracing more and more digital services to fully
harness the opportunity they provide to reduce costs, improve services and
ultimately improve outcomes.
This is not a new journey for Isle of Man Government - it’s been providing
internet services of varying degrees for over 20 years, however in recent
times we have been spending less and less on investment in digital
capability. In April 2014 with the creation of the Cabinet Oﬃce, we can also
now see for the ﬁrst time in one place the signiﬁcant amount of change
underway and the huge potential and appetite to do more.
Against a backdrop of ﬁnancial austerity, increasing pace, increasing
complexity and increasing opportunity, an overall strategy to set down the
general direction of travel, together with speciﬁc initiatives that will support
the acceleration of priority projects and the realisation of beneﬁts is
therefore seen as a critical framework to fully maximise the beneﬁts for
everyone.
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The Digital Journey so far
Isle of Man Government recognised the
beneﬁts of working digitally a long time ago.
Indeed in a 1966 minute from Council perhaps
the ﬁrst step of our digital journey was taken.
Fast forward to 2015 and Isle of Man
Government’s Online Services are key to the
delivery of a number of services from cattle
passports to vehicle tax, from income tax
through to VAT and from airport arrivals
through to event bookings, planning searches
and jobs.
Each month there are over 30,000 logins and
6,500 payments made with an average total
value of more than £25 million. Added to this
are around 800,000 pages of information
served each month to 90,000 unique visitors.
In total, these services have received over £1
billion in payments since 2006 and the
popularity of online services continues to
grow, with more payments being made in the
last eight months than there were in the ﬁrst
ﬁve years.
Our online services are therefore already
delivering a signiﬁcant cost saving compared
to traditional means, and support a far more
eﬀective and eﬃcient and convenient service
where they are deployed and used by those
who choose to do so.
We looked at evidence published by the UK
Government’s Digital Services team (“GDS”).
The cost of processing a transaction through
digital channels is up to 1/50th of the cost of
face to face transactions, and is up to 1/20th of
the cost of telephone transactions.

The Island is well placed to use digital services
and we are using them on a daily basis with
over 91% of homes in the Island having
broadband access and over 91,000 mobile
phones in use. These statistics compare well
with Europe and shows we are therefore well
placed to match demand with capability.
As we increase our range of services, and
invest further in digital transformation we must
also ensure we do so strategically and
responsibly and continually adapt and
anticipate new threats.
With more and more digital services deployed,
new risks will emerge. The public transport
issue as one example in December 2014
highlighted the need for vigilance when
dealing with third parties or contracted “cloud”
services to look down the whole supply chain
to ensure full adherence to the high standards
demanded across the whole service. And yet
cloud services will increasingly be part of the
journey.
In parallel to accelerating digital services, we
must ensure our people and our processes also
develop - the majority of global security
incidents are caused by people or process
failings - not technology and the Digital
Strategy recognises this changing landscape
with actions to anticipate and improve
information security management. We must
accelerate our journeys but we must also
anticipate the change in thinking and
approach required.

Minute from 1966 Council meeting

91% households in
the Isle of Man have
broadband
In the Isle of Man,
there are more mobile
phones in use than
people (107%).
45,000 registered Manx
accounts on Facebook

2007/8 2008/9 2009/10 2010/11 2011/12 2012/13 2013/14 2014/15
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Global Context
In developing the Digital Strategy, we looked at the work other jurisdictions
are progressing and, more importantly, why. The conclusion drawn is that,
without exception, every Government is investing heavily in digital.
To highlight a few examples:
• Denmark’s e-Government strategy focused on three areas – cost
savings from removal of paper & postage, improving frontline
services such as education, health & care and using technology to
join up government to provide a collaborative approach.
• Norway’s e-Government Programme conﬁrms its “digital public
sector is to result in improved services” and “to free up resources for
areas in need of more resources.”
• In the UK, the Government Digital Strategy published in December
2013 highlighted “By going digital by default, the government could
save between £1.7 and £1.8 billion each year. But this isn’t just about
saving money - the public increasingly expects to access services
quickly and conveniently, at times and in ways that suit them. We
will not leave anyone behind but we will use digital technology to
drive better services and lower costs.”
• Scotland’s Digital Strategy released in 2011 conﬁrmed “The public
sector in Scotland is committed to respond to the changing
expectations of our customers by realising the opportunities that
technology provides and delivering an increasing proportion of
services online.”
• Jersey’s new Director of e-Government is tasked with re-energising
their strategy following its launch 2013. This includes a new digital
citizen ID and a single portal for access.
• Guernsey’s new Chief Information Oﬃcer is tasked with leading
“Smart Guernsey” – the umbrella strategy that seeks to “transform
the way the states interacts with islanders, businesses and its own
employees by creating a single government portal.”

Our Conclusions
In summary, Digital Strategies and e-Government programmes
can be found right across Europe and further aﬁeld, with three
themes recurring:
• Fiscal rebalancing - the need to reduce costs and
eﬀectively target available resources.
• Service improvement - the desire to improve services
- both transactional as well as front line and respond
to citizen’s demand for convenience and simplicity.
• Internal collaboration - the opportunity to join up
information and improve outcomes from
collaboration and from using digital information;
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Focus Groups
In January when we started this process to create a Digital
Strategy, we wanted to engage with a wide range of people
representing diﬀerent aspects of dealing with Government.
Consequently some 45 staﬀ volunteered to be “champions” and
give insights into digital services from their own area’s
perspective as well as being citizens who use services from
other areas of Government.
This brought together conﬁrmation on areas that were working
well – and why, suggestions for improvements and new ideas
that would enable us to use digital services to join up
Government for the beneﬁt of everyone.
We also sought input from each Department directly to better
understand and record programmes already that are already
underway in support of the digital agenda and candidates that
could be considered for acceleration.
Finally we also sought input from a wide range of external
bodies supplementing the public survey, through workshops
and discussions to seek input and ideas.
In total some 400 participants provided face to face input in the
construction of this strategy across 35 focus groups with
interests representing industry, the third sector, the young, the
elderly and the vulnerable.
The digital strategy proposes continuing this momentum as it
evolves with speciﬁc initiatives such as public / private boards
for overall monitoring of the programme, social inclusion and
cyber security to be progressed as well as customer boards to
oversee service development – involving customers at every
stage of the journey.

Our Conclusions
• The Digital Strategy should not
simply be about online services it is about the best use of
technology across Government;

information and give our
customers more choice and
more ownership of their service;

• Without exception, every group
• Increasingly digital services will
support the whole network of
partners and customers that are
involved in the delivery of public
services - not just Government;

• Using digital services internally
within Government across all
areas will support our front line
staﬀ to be the best they can be
using technology and

responded with ideas for
improvements or new services
and supported the general
principle for accelerating digital
capability as “an obvious” route;

• We need to ensure we do not
leave anyone behind and
therefore need activities to
support digital inclusion for the
beneﬁt of all.

DIGITALSTRATEGY

Public Survey
In forming this strategy we wanted to gather as much input as possible
from our target audience for digital services, and conducted an open
survey to gather input and ideas.
1,229 responses were received electronically (although paper copies were
made available) with over 70% of respondents preferring to see more
services digitally available.
Local authorities were also invited to respond with one simply saying “we
see no point in consulting in something that Government should simply
get on with.”
Key ﬁndings included :
•

Digital preference - 70% of the 1,229 respondents would prefer to
use a digital channel for Government services;

•

Simplify & Scale - Although there are some good digital services
already available, Government must work to provide simpler access
to information and services online;

•

Trust - 88% of respondents want to be in control of their
relationship with Government – something digital services can
assist with.

Our Conclusions
•

Simplify information- we
must simplify content
throughout gov.im to make
it easier for customers to
ﬁnd and understand;

•

Deliver more online - we
must increase the number
of services that can be
completed online and look
at the whole service;

•

Customer consent - we
should allow citizens &
businesses to choose
where to re-use their
information to further
simplify;

•

Promote services - we
should encourage more
people to use online
services through
promotion and clearly
articulating the beneﬁts.
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The Manx ICT Association (MICTA) represents more than 40 local
ICT suppliers and over 100 individual members and has been
engaged throughout the construction of the strategy.
They have supported the concept from the outset and see great
value in helping drive it forward and the strategy envisages
working closely with them on overall direction as well as
speciﬁcally on individual initiatives.
In its formal response, MICTA concludes “Given the current point
of maturity of Government’s systems, we see this as an
opportunity, not only to learn from our peers but innovate past
them. We have an opportunity to present the Isle of Man in a very
positive and progressive light”.

“

12

Given the current point of maturity of
Government’s systems, we see this as
an opportunity, not only to learn from
our peers but innovate past them. We
have an opportunity to present the Isle
of Man in a very positive and
progressive light.

”

MICTA highlighted ﬁve priority areas they would like to see
progressed:
1. Identity - We have a real opportunity to leapfrog not lag;
2. Regulation & Legislation - Enabling data sharing is key;
3. Local ICT Sector Involvement - We should harness local
capability, simplify procurement and enable export;
4. Digital Diversity & Inclusion -We can re-direct savings to
front line services and to support digital inclusion;
5. Range & Coordination - We need to do more – that’s scale,
eﬃciency, innovation & adaptability.
For more information and to watch the video, visit gov.im and
http://www.youtube.com/watch?v=3lGbZh8ZSck

MICTA’s infographic with their thoughts on how to enable the e-citizen
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EU Benchmark
Capgemini Consulting annually assess European Union member countries for digital
capability as part of a European Commission funded benchmark. The Isle of Man has
participated in three exercises since 2001 and once again has participated this year.
The benchmark measured online service performance for seven real life events:
‘Starting a business’, ‘Regular business operations’, ‘Losing and ﬁnding a job’, ‘Owning
and driving a car’, ‘Studying’, ‘Moving’ and ‘Small Claims’. It was compiled using
mystery shoppers, both people and computers to assess service.
In summary the review found:
• Best in Europe for Mobile - The Island’s focus on having a single, accessible
web presence – Gov.im was a major reason for it being rated as the “best in
Europe” for mobile access.
• Solid foundations - The Island has solid technical foundations for its online
services and the existing services benchmark well.
• Overall lagging in the delivery of life event services - Overall the Island
performs slightly below the average for all life events measured due to the
lack of services that can be fully completed online. The ability to digitally
start a business is the Island’s weakest service measured – coming 33rd out
of 34 countries – a clear call to accelerate business support activities.

The benchmark proposed six areas of focus for Isle of Man to develop:
• Be service minded – “Organise public services around the customer instead
of around government. Apply the concept of life events to prioritise the
customer journey of citizens and businesses in the Isle of Man.”
• Deliver on the potential of technology enablers – “Enable more online
transactions through online authentication”.
• Bring more services online – “currently, only few fully online transactions
are available. Users will expect more and there is room to deliver on their
expectations, especially where it concerns business start-ups. Key
technological enabler to accelerate this process is electronic identiﬁcation.”
• Open up – “Meet expectations from customers who want to be informed
about the service delivery process (time, duration, response deadlines etc)
enabling entrepreneurs and citizens to use digital services when and where
most convenient.”
• Collaborate and join-up – “Designing services around user’s needs also
includes mapping the customer journeys to understand how customers
typically interact with various government channels, functional silos and
technical solutions.”
• Continuously develop skills – “Both user skills - the extent to which the Isle
of Man population is capable of using technology, going online, etc. - as
well as skills of the civil servants and leaders of the Isle of Man government.”

Our Conclusions
The current pace is insuﬃcient unless we accelerate our digital
programme, we are in danger of
falling further behind our European
peers and becoming less competitive
in the international market.
We must maximise opportunities and
beneﬁts - a digital approach will
reduce the cost of delivering services,
improve service quality and support
better outcomes - if we lag we miss
the opportunities available.

We need to think digitally - our
customers want to interact with us
digitally, we need to balance our
budget, grow the economy and
improve the intelligence we have to
inform decision making in protecting
the vulnerable. Digital oﬀers
opportunities in support of all of these
priorities.

IOM
EU28+
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Our vision & aims
Isle of Man Government's digital vision is to
improve the access to and quality of public
services in a way that provides better value to
everyone in the Isle of Man. Our future Digital
Services are those which are fully automated
and controlled by the customer. They will be
so simple, convenient and compelling, that
those who can will choose to use them.

Each of the highlighted words has speciﬁcally been
chosen and developed out on page 16 and on page 17
this vision is further expanded with statements covering
what this means for our citizens and businesses, for
Government itself and for us all “working together for
the Isle of Man”.

Finally in this section we outline the overall aims of the strategy across four key areas.

Strategic
Aims

A minimum saving of £5m
to be achieved within ﬁve
years ensuring the
programme is cost neutral
across the period.

Further indirect savings and
service improvements of
£5m to be achieved within
ﬁve years.

Online uptake of transactional
services at 80% within ﬁve
years and an interim goal of
50% by the end of the current
administration.

Achieve a top quartile place
in the rankings of the
Capgemini EU eGovernment
Benchmark 2018.
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Choose
we will not force citizens to use digital
channels – instead they will be attracted
through simplicity & convenience. We
will, however, increasingly assume
businesses will want to, and should use
digital channels for their interactions
with Government.
Those who can
we need to consider all aspects
of society and the Digital
Strategy includes initiatives to
support digital inclusion. We
must also recognise that there
will always be citizens who
cannot fully use digital services
and for these, the digital
strategy will support the other
channels available.

Compelling
when designed simply and
with the customer in mind,
the beneﬁts of using digital
services should drive further
adoption without the need to
mandate use.

Convenient
our customers increasingly
demand access anywhere,
anytime and digital services
support this – convenient to
our customers, not to
Government.

Access
we must design services with
digital in mind, mobile ﬁrst
increasingly as the default,
and work hard to ensure that
services are accessible to all
and assume demand will
increase over time.

Quality
Digital working oﬀers us the potential
to improve services, reducing process
times, improving eﬃciencies,
transparency and ultimately
outcomes.

Our Digital Vision
Isle of Man Government's digital
vision is to improve the access to
and quality of public services in a
way that provides better value to
everyone in the Isle of Man.
Our future Digital Services are those
that are fully automated and
controlled by the customer. They will
be so simple, convenient and
compelling, that those who can will
choose to use them.
Simple
the strategy requires we all work
hard including with our customers
to simplify services and processes,
using technology to break down
barriers and obstacles and
“re-imagine” the service to fully
use digital opportunities.

Controlled by the customer
Digital services increasingly
allow the customer (eg patient,
student, business) to see what is
happening, and determine the
next steps helping to
collaborate with Government to
get the best outcomes from the
service.

Value
Signiﬁcant cost savings can
be achieved in transactional
areas, and eﬃciency gains
achieved in front line areas
and should result in better
value for money for citizens
and businesses.

Everyone
all of society will beneﬁt from
this approach – not just those
using digital services / digital
channels – as the digital
strategy aims to underpin all
areas of Government
including supporting front
line services.

Fully automated
the strategy will be most
eﬀective where the whole
process, not just part of it, is
considered and using digital
to completely automate. The
strategy seeks to achieve
much more than putting
forms online whilst requiring
staﬀ to manually process.

16
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This means.....

What does
this vision
mean for
each of us?

For citizens and businesses, we will:
1) use eﬃcient and eﬀective methods to provide
simple, convenient and personalised ways of
interacting with Government;

For us all, we will:
1) use digital services to reduce time spent
dealing with Government administration
and bureaucracy;

2) improve customer experience of front line
services and enable better outcomes from
those experiences through innovative use of
technology;

2) develop closer links between Government
and customers, actively supporting digital
inclusion to ensure the whole of society is
able to beneﬁt from the digital age;

3) enable customers to choose how, when and
where to access public services, giving them
the power to control their relationship with
Government making better use of digital.

3) use technology to identify opportunities for
collaboration and intelligently improve
decision making about the future of
Government’s services.

For Government, we will:
1) improve the eﬃciency and eﬀectiveness of
public services in a sustainable manner;
2) plan and prioritise the improvement of
services to increase what we are able to
deliver whilst refocussing our resources over
time to front line service delivery;
3) support and enable Departments to develop
skills for the future such as innovation and
collaboration.

What ?

DIGITALSTRATEGY

Strategic Objectives
Whilst in our research we concluded the need to
accelerate and that digital services represent the
obvious way of delivering transactional services in
the 21st century, we must ensure that our resources
are focused on areas of priority and ensure that
clear beneﬁts are understood before resources are
committed to major investment.

Thirdly, in response to the demand for digital
services we must drive adoption to ensure any
transactional services available digitally are used to
their full potential and this will require us to provide
simple, convenient and compelling services without
mandating citizens to use them.

Consequently the aim of the Digital Strategy is to
deliver tangible beneﬁts in terms of cost savings
across Government that over the next ﬁve years that
will recoup new investments made and will then
continue to deliver beneﬁts thereafter. The Digital
Strategy aims for a minimum of £5m of cost savings
to be demonstrated over the next ﬁve years and this
will be reported as the business cases develop and
the strategy moves forward.

Our existing services typically show around a 25%
uptake for citizens who choose to use them and
during our research we discovered many
jurisdictions having targets of between 75% and
80% for digital transactions and in some
jurisdictions such as Estonia and Scandinavian
counties adoption exceeding 90%. Consequently
the Digital Strategy proposes a target of 80% by
volume of transactions for existing digital
transactions to be achieved within ﬁve years and an
aim of 50% by the end of the current administration.

As well as direct and measurable savings to justify
any overall investment, one of the key aims of the
strategy is to provide improved services and
outcomes to our citizens and businesses and
through the research we came across many
examples of digital services supporting improved
front line services and outcomes.

Our ﬁnal strategic objective is to demonstrate this
progress on an International basis and consequently
through benchmarking, that we will move from
lagging the Capgemini European benchmark to the
top quarter of all jurisdictions measured in 2018.

These beneﬁt cases are often far harder to realise in
the short term but in the long term do provide
obvious and measurable beneﬁts - often far
outstripping any direct savings. Examples included
improved pathways in Health, improved proposition
for jobseekers and improved business start up
services - all which will deliver measurable
improvements to outcomes but not necessarily
immediate or direct cash savings. Consequently
indirect beneﬁts will be measured separately and
reported on a part of the strategy’s progress through
the new performance reporting dashboard with a
similar ambition for £5m of equivalent indirect
savings to be achieved.

All of these aims combined provide an ambitious set
of measurable targets, and by combining, we aim to
be cost neutral at the end of ﬁve years, but with
signiﬁcant additional beneﬁts recouped and
continuing thereafter.
Beneﬁts that will support our front line staﬀ to
spend more of their time on front line activities, and
beneﬁts that will come from having a digital
Government that benchmarks towards the top of
Europe. Beneﬁts seen in the whole and not just in
the context of budget savings which although vitally
important, form only one part of the overall
objectives.
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Objectives
1.

A minimum saving of £5m to
be achieved within ﬁve years
ensuring the programme is
cost neutral across the period.

2.

Further indirect savings and
service improvements of £5m
to be achieved within ﬁve
years.

3.

Online uptake of transactional
services at 80% by volume
within ﬁve years with 50% by
the end of the current
administration.

4.

Achieve a top quartile place in
the rankings of the Capgemini
EU eGovernment Benchmark
2018.

Our Aims

Reduce cost of
administration

Improved
services

5 year
payback

Indirect
Savings

Improved
Meet customer
Competitiveness
demand

Adoption
Rate
50%-80%

Top
Quartile

DIGITALSTRATEGY
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DIGITAL
How the strategy will be delivered

Thinking Digitally

Working Together

Learning Intelligently

How ?

DIGITALSTRATEGY 20

Our actions and plans
Vision

Isle of Man Government's digital vision is to improve the access to and quality of public services in a way that provides
better value to everyone in the Isle of Man. Our future Digital Services are those which are fully automated and controlled
by the customer. They will be so simple, convenient and compelling, that those who can will choose to use them.
A minimum saving of £5m to

Strategic
be achieved within ﬁve years
Objectives ensuring the programme is

cost neutral across the period.

Further indirect savings and
service improvements of £5m
to be achieved within ﬁve
years.

Online uptake of transactional
services at 80% within ﬁve years
and an interim goal of 50% by the
end of the current administration.

Achieve a top quartile place in the
rankings of the Capgemini EU
eGovernment Benchmark 2018.

In support of our vision and to accelerate, the Digital Strategy includes two key areas of activity - our digital principles and our digital programmes.
Our digital principles are based on three over arching principles to guide all that we do supported by thirty actions across nine themes to help us develop towards our
vision. These principles will sit across the organisation and the actions will be achieved between now and the end of the current administration.

Digital Principles

Thinking Digitally

Working Together

• Leadership & Commitment

• Customer Led

• Capacity & Capability

• Design Digitally

• Legislation & Regulation

• Common foundations

• Adoption & Inclusion

• Transparency

Learning Intelligently
• Measure & Evaluate

Our digital programmes deﬁne for the ﬁrst time in one place our existing and proposed digital journeys across the various areas of Government that will all
individually support the vision and the strategic outcomes. The detail in these areas will be expanded in coming months as each programme develops out and
progress will be reported on as the strategy develops.

Digital
Programmes

Service
Programmes

• Health & Care
• Education & Sport
• Law & Order

• Welfare
• Environment & Infrastructure
• Economy & Registries

Supporting
Programmes

• myGov.im
• Productivity
• Transparency & Democracy

DIGITALSTRATEGY
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Our Digital Principles
Our strategy is based on three core principles underpinning everything we will do.
These core principles then expand into nine themes and thirty actions across the organisation
to support the delivery of our vision and the realisation of our strategic objectives. The
following pages describe in more detail each theme and the actions.

Thinking Digitally
We need to think diﬀerently about the
way we approach opportunities,
challenging and simplifying, removing
paper and obstacles and championing
the customer's needs.

Working Together
We need to work together - inside
Government, outside with our suppliers and
increasingly with our customers to
understand our working environment,
maximise what we are able to do and
innovate to our full potential.

Learning Intelligently
We need to use digital information to measure
service standards, improve customer experience
and increase the number of customers using
online services. Ultimately the digital information
we gather will help us to provide better outcomes
for our customers and Government

How ?

DIGITALSTRATEGY
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Leadership &
Commitment

ABOUT

Digital transformation can provide signiﬁcant
beneﬁts to our citizens, businesses, society and
Government itself.
One area of Government cannot deliver digital
alone. We need everyone to see opportunities to
improve services, continually improve and adapt
the way we work.

AIMS

Every area of Government will engage and work
with our customers. We need to ensure the whole
organisation understands the beneﬁts of the
journey we are on.

To ensure strategic prioritisation and commitment
to change and to pursue the opportunities
presented by the Digital Strategy
by
ensuring our leaders from Chief Oﬃcers down
collectively own the delivery of the components
and direct staﬀ at all levels to work together
towards achieving the aims of the Digital Strategy.

Thinking Digitally

ACTIONS

Public / Private
Sector Programme
Board

Chief Oﬃcer
responsibility &
training

Department
Ownership &
champions

Minister for Policy &
Reform to chair new
Public / Private sector
Digital Strategy Board
and actively direct and
manage prioritisation.

Chief Oﬃcers Group
accountable for
Digital Strategy
delivery supported by
Digital Leader
training.

Digital Agenda added to
every Department Senior
Leadership Team meeting
with Champions roles
continuing to coordinate
and manage at Department
and Divisional level.

DIGITALSTRATEGY

23

Capacity & Capability

ABOUT

The pace of digital innovation is constantly
increasing and Government has limited resources
to investigate and deliver high quality change and
sustain it into the future.
We must ensure that we have "digital champions"
across the organisation - people who think
digitally and can collaborate with our customers
and partners to identify, design and deliver a new
range of digital services.
Our existing resources are fully committed to
today’s initiatives; we need to ﬁnd capacity to
accelerate tomorrow’s.

Thinking Digitally

ACTIONS

AIMS

We will increase the pace of change across the
organisation in pursuit of beneﬁts
by
increasing the digital capability and skills of staﬀ
within Government, collaborating with local ICT
businesses and digital citizens in the Isle of Man
and keeping our focus against a clearly deﬁned set
of priorities.

Additional Resources
& sustainable skills

Courses for
"Digital Skills"

Sourcing & Collaboration
models

In the short term secure
additional skilled resources
to work with our people on
priority projects, whilst we
build capability and
public/private sector skills
to enable sustained change
and digital development.

Establish range of
programmes for
staﬀ across the
organisation on
new "Digital Skills".

To investigate improved
sourcing methods with
local industry for rapid
deployment.

How ?
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ABOUT

Legislation &
Regulation
Digital transformation oﬀers signiﬁcant improvements in
the way we securely store information and deliver services
around our customers needs, rather than the
organisation’s and allows them to take control of how and
when their information is used.
We need to think diﬀerently in the digital age, challenging
historic, complex regulations and legislation. We must
keep our customers ﬁrmly in mind, whilst upholding their
rights and freedom of choice.

ACTIONS

Thinking Digitally
To simplify and improve services and outcomes to our
customers, storing information once and reusing it with
their consent to deliver improved services and
outcomes.

AIMS

by
using digital methods to streamline processes and
developing clear principles on the use of information
within and across services.
We will put customers in control of their relationship
with Government by giving them the ability to consent
to when, where and how to use data we already hold
about them. Challenging legal and cultural obstacles
that inhibit this, whilst upholding existing and emerging
data protection principles.

Electronic
Transactions Act
To complete the
review on impact of
applying Electronic
Transactions Act
2000 to fully support
digital identity,
authority and
documentation for
all Government.

Published
Information
Strategies

Investigate
"Names &
Addresses Act"

To publish information To investigate and
consult on the
principles for each
legislative
Department,
framework required
conﬁrming how
to ensure
personal data will be
Government is able
used and where
to increasingly store
sharing within
and reuse personal
services will improve
information once.
outcomes.

"e-ID" & consent

Investigate and
develop a primary
"electronic ID" to
allow customers to
control how their
information can be
used across
services.

DIGITALSTRATEGY
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Adoption & Inclusion

ABOUT

The impact of new digital technology is all
encompassing and oﬀers many opportunities for
improvements. However, we must make sure that the
pace of change does not leave anyone behind.
Government will beneﬁt from these opportunities
through delivering simple and convient digital services
to those who choose to use them and ensure this is
done in a safe and responsible way. We need to do this
without disadvantaging those who choose not to use
digital services as well as providing support and
education to those people who are excluded by factors
other than choice.

Thinking Digitally

ACTIONS

Furthermore, we must consider how we will
communicate with customers to raise awareness of
digital services, encourage participation and where
necessary improve digital education for the beneﬁt of all.

AIMS

To inspire rather than mandating citizens to use digital
services and to work with businesses to ensure digital
services are as eﬀective as possible
by
ensuring that they are simple, convient and
compelling. We will actively support society to use
these services and develop their digital skills. We must
minimise digital exclusion and maintain safety and
conﬁdence to maximise the beneﬁts digital provides.

Promotion

“Mann” Public Wiﬁ

"Social Inclusion"
Board

"Island Shield"

Deliver more
services digitally
and promote
services available
across all channels.

Investigate
opportunity for
a free national
high-speed
Public wiﬁ
service.

Establish public /
private sector body
to consider,
monitor and
promote initiatives
that increase digital
adoption &
inclusion.

Establish public /
private sector body to
oversee development
of a new "Cyber
Security Strategy" and
strengthening
Government’s
information security
management.

How ?
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ABOUT

Customer Led
Considering the complex range of services Government
provides and the limited resources available to deliver
them, it is easy to narrow focus and see each customer
interaction in isolation. However, customers of
Government often use services provided by multiple
Departments every day. They are often best placed to
suggest improvements and highight bureaucracy. We
need to be able to listen to them and work together to
act on these insights.
Digital services oﬀer the potential to bring services
together organised around the customers’ needs and
circumstances, rather than Government’s.
We need to pursue the opportunities to tailor services
around customer needs; simplifying, personalising and
improving the service. We must seek their feedback and
listen to them before, during and after development of
services and in doing so create a collaborative service
improvement model.

AIMS

To develop our services to meet our customers’ needs.
This means delivering the services they want in a way
that is most useful to them.
by
focussing on life events to design new digital services
and including customers in the process of service
development. Their feedback will help us to prioritise
which services are needed most and reﬁne the user
experience of those services.

Working Together

Citizen & Business
Customer Boards
Establish two
Government Customer
boards to oversee /
support the development
of new online services,
facilitate feedback and
represent the customer
voice with real
customers.

ACTIONS

"myGov" portals
Improve the access to
services on Gov.im by
seperating citizen and
business services into
speciﬁc portals. Improve
the personalisation
capability, options and
preferences of online
services.

Digital Copywriter
Make content on
gov.im easier to
understand and more
relevant to customer
needs by extending
central copywriting
capability and
relentlessly acting on
feedback.

DIGITALSTRATEGY
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ABOUT

Design Digitally
Digital services give us an opportunity to challenge
historic way of working and reimagine service
delivery in a digital world. An environment where
customers are in control of their information and can
choose how it is used to access services.
Digital services are not bound by the limitations of
paper and can provide a simpler, more personalised
experience for customers, faster processing and
deliver much more eﬀective information for future
decision making.

AIMS

We need to challenge at every opportunity the current
processes and ensure they are improved before they
are digitised and built around the customer needs.

To ensure we fully beneﬁt from digital services, the
potential they oﬀer and not simply digitise ineﬀecient
processes,

Working Together

Simplify before
digitise

ACTIONS

Multi-disciplinary
development

Maximise key
systems

All digital services
to be developed
with a combination
of service
knowledge,
customer
champion and
digital champion to
maximise the
opportunity for all.

Actively work with
suppliers of
systems to
understand their
roadmaps and
ensure that we
are able to utilise
the full capability
of their systems.

by
challenging existing processes and where possible
simplifying them to support service delivery. We must
streamline how the service will be presented to
customers and ﬁt this into more eﬃcient internal
systems.

Using our Lean
Champions and the
Customer Boards to
investigate all
services and ensure
we make them as
simple as possible
before considering
digitisation.

"minimum viable
product" then
iterate
Digital services to
assume early
“prototype" service
delivery to allow
customers to give
feedback and
support iteration
rather than aiming
for ﬁnished services
at day one.

How ?
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ABOUT

Common Foundations
By redesigning services around our customers
and reimagining how services could be delivered
in a digital world, we will be able to greatly
reduce the cost of systems and simplify processes
for ourselves and our customers.
This means we need to develop a simple yet
powerful set of core components that can
support this approach and be reused time and
time again.

Working Together

ACTIONS

To reduce the cost and speed of developing
integrated digital services

AIMS

by
developing digital foundations that allow us to
quickly develop new services, reusing
functionality wherever possible and supporting
both online and oﬄine channels. To continually
develop over time, we must resist short term
solutions that only solve speciﬁc problems and
where possible we need to stop using older
bespoke systems.

"myGov" Common
Components
Improved foundations in
"myGov.im" - online
registration, enrolment,
including contact preferences
and customer consent model,
deﬁne expectations, show
progress and allow customers
to "opt in" and “opt out” of
seeing additional service
information in one place.

Digitise internal
workings

Embrace disruptors
"Cloud", "Open Systems"
and "Open Source"

Relentlessly seek
to digitise and
remove paper and
cash from inside
the organisation.

Deﬁne and publish
strategies to embrace
disruptors such as "Cloud",
"Open Systems" & "Open
Source" using them where
possible to maximising the
full potential of digital
services, whilst balancing
the emerging risks they
may pose.

DIGITALSTRATEGY
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ABOUT

Transparency
Opening up the vast amount of data Government
holds to citizens and the private sector has been
demonstrated across the world to have many
positive impacts such as:
increased public service eﬃciency;
accountability of Government;
empowering citizens;
encouraging innovation.

Working Together

ACTIONS

AIMS

To improve eﬃciency and accountability of
Government and improve customer trust.
by
working towards an "open by default" framework in
line with the G8 Open Government Partnership
principles, increasing the transparency of
Government's services and performance and driving
further innovation and improvements.

Service Delivery
Indicators

Customer Managed
"myDetails"

Open Data

Develop & publish
Service Delivery
expectations for online
and oﬄine services and
current status of all
transactions in
"myGov.im" portals.

Allow customers to
see and amend their
own basic information
and control how and
where it is used for
their beneﬁt.

Deﬁne and publish high
value datasets within a new
open data framework
("data.gov.im") and move to
"open by default" for nonpersonal information,
complementing the
Freedom of Information
Act, to facilitate
transparency and
innovation.

How ?
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Measure & Evaluate

ABOUT

The simpliﬁcation of services by moving to digital
information presents great opportunities to better
understand our service delivery, our customer needs and
our priority areas.
Each year Government spends a signiﬁcant amount on
administration activities. On top of this are the indirect
savings and the opportunities that improved knowledge
provides in service transformation, outcomes and
understanding.
We need to ensure that we are able to realise these
beneﬁts and accelerate high priority projects. We must
understand the increasing digital information available
and use the knowledge available from "big data" sources
intelligently to identify service performance issues.

Learning Intelligently

ACTIONS

We must do this in a transparent way - holding all areas of
Government to account.

AIMS

To ensure Government fully realises the beneﬁts of the
Digital Strategy
by
having a solid set of digital Key Performance Indicators
across the organisation and monitoring performance,
linked to Isle of Man Government’s National Outcomes (as
outlined in the Agenda for Change strategy document),
underpinning strong business intelligence that gives
insights into the digital information available and increase
the speed at which beneﬁts can be realised.

Performance Reporting
including Digital Uptake
Complete and publish
the National Outcome
indicators in a new
interactive digital
dashboard.

Business Intelligence
"Big Data"
Develop a strong
central business
intelligence capacity
in support of
individual services
and understanding
national outcomes.

Digital Prioritisation
& acceleration
Programme oﬃce to oversee
new digital service initiatives
through business case,
prioritisation and early stage
development - allowing the
beneﬁts to be clearly
articulated, quick wins
accelerated and the status of
the digital strategy to be
reported.

DIGITALSTRATEGY

Government’s Digital Programmes
The three principles of “Thinking
Digitally”, “Acting Together” and “Learning
Intelligently”, supported by the nine
themes and thirty actions will sit across
all areas of Government in support of our
overall vision and the general
acceleration of our digital strategy.
Underneath these are the six programmes
representing the main Government areas,
together with three supporting
programmes that will further enable the
delivery of the digital strategy.
These programmes contain projects and
initiatives that have come out during the
research phase of the strategy, and
represent, for the ﬁrst time, a high level
summary in one place of our major
technology based programmes.
The detail will change, and over the next
few months more detail will be
developed including high level beneﬁts
cases to further consider sequencing,
resourcing and overall approach and
through this process some will projects
will fall away and others will emerge.
For each main area the Digital Strategy
shows an overall context and the general
direction of travel which support the
overall vision, and by bringing these
components together, we can set our
overall direction of travel for the next ﬁve
years, and also the speciﬁc priorities to
focus on between now and the end of
the current administration.

The Strategy then shows suggested
projects - those currently in plan or being
developed and new ones yet to be
scoped. For many projects - it isn’t a case
of “if” but “when” as they are inevitable
journeys we must take and the next stage
of the development of the strategy will
develop out these projects through the
programme oﬃce.
The scope of the journey is limited to the
main central Government areas, however
input has been provided by other parts of
central and local Government which is
also covered. Examples include Manx
National Heritage where plans to expand
i-museum and championing cultural
preservation is referenced and in Local
Authorities where there is a clear
opportunity to increasingly include them
should they want to participate in
simpliﬁed and common platforms as
more services are moved locally.
By bringing together the general
direction, and the speciﬁc programmes in
one place, we will be better able to work
with our staﬀ, our strategic partners, the
local ICT industry and relevant
stakeholders all on the same set of
journeys, reporting against overall
progress through the new performance
management digital dashboard.
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How ?
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Priorities
Some of the most sophisticated technology in use on the Island is in the health environment and
the pace of innovation globally using technology is staggering.
In the Island, GPs embraced digital working some years ago as did the Mental Health Service and
both can see real beneﬁts - but other areas such as Noble’s Hospital lag UK counterparts in
working digitally and from a patient / care perspective information can be disjointed and
processes fragmented. Our expert staﬀ do not always have access to the right information and we
need to ensure as much of their time is front facing, not in administration. There is a signiﬁcant
amount of information, case studies and models available on how to best use digital services in
this area with major UK programmes including the NHS Digital First and The Forward View all
recognising this.

In plan

Primary &
Community

Acute

EMIS Mobile

Medway Core

GP Self Serve

Medway
Additional

Primary Wide
System

Electronic
Records
Programme

Home Care

Accessibility

Social Care
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Not scoped

Mental
Health

Optimise
Optimise
Core Platform Core Platform
Mobile
Mobile
Working
Working

Integrated Systems & Clinical Portal

Accelerating the whole organisation to use digital services rather than paper and optimise the
existing complex systems will provide signiﬁcant improvements to the way we deliver joined up
care, monitor information to understand information at a patient and society level and intervene
where required as early as possible. We will increase eﬃciencies and ultimately delver improved
control and visibility of care in to the hands of the patient and their broader care network.

Administration Systems
Business Intelligence including Public Health

There isn't a single master solution, the approach is to ensure each area is fully optimised using
modern technology to maximum eﬀect and tightly integrated with other components. Ultimately
new systems will be needed that fully support an "alliance" approach but in the next few years
much more can be made from the existing investments supporting this longer term journey.

DIRECTION

Pathways & Online Bookings
Telemedicine

Maximise investment in current core systems in operation.
Digitise remaining paper based records for Electronic Patient Records (EPR).
Join up disparate EPRs to provide contiunity of care.
Join up pathways electronically supporting patient pathways and improve online bookings.
Embrace Telemedecine and TeleHealth as ways bringing specialised care to patient and Big Data as opportunity to anticipate risks.
Support move to real time working and real time reporting across all environments.
Bring digital capability to our staﬀ - ensuring our clinical staﬀ have the right information for the right patient in the right place.
Increasingly give the patient access to their care record, and support their choice on how it is shared with others, enabling them to
better control their care.

DIGITALSTRATEGY

Priorities
Primary
Technology has been a support aid in schools for many years but increasingly is now
empowering students, parents and teachers to work diﬀerently, collaboratively and
outside the conﬁnes of the traditional classroom, turning the traditional direct and teach
model on its head.
On the Island we have a good track record of technical innovation with initiatives such
as the computer bus, and previous student laptop programmes winning global applause.
Internally, however, we lack solid systems supporting primary education, have only
recently managed to bring secondary schools onto a common platform and generally
have yet to fully embrace digital as a channel to support individual learning and are still
paper bound. We also need to ﬁnd a way of delivering more technology and skills into
the hands of the next generation.
Accelerating the organisation to adopt the latest digital solutions could free up more
teaching time to focus on learning, empower the students and families to take more
control over their own learning journey, improve visibility on individual and collective
performance from early years to higher education - identifying intervention needs,
reduce costs of paper and cash based processes and generally support the desire to
ensure that every student can unlock their own full potential.

DIRECTION

New Core
Platform

Secondary

In plan

Not scoped

Further &
Higher

Optimise Core Optimise Core
Platform
Platform

Cashless
Catering

Cashless
Catering

Electronic
Payment Portal

Electronic
Payment Portal
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Sport
Health
Interface

Simplify Grants

Teacher Portal, Parent Portal,
Pupil Portal
Bring your own Device / Purchase Policy
Business Intelligence 5-18
Virtual Learning Environments
Online Bookings across all areas
Vulnerable Children link to other agencies

Maximise investment in core systems in operation.
Remove cash from schools.
Simplify and improve parent / student / school transactions (bookings, information).
Optimise school facilities for the community (bookings and links to sports).
Improve visibility of key indicators including up to date attainment, behaviour & attendance to pupils & parents including the use of portals.
Ensure availability of modern IT kit across all schools as well as access to emerging technologies.
Harness technology to improve "stage not age" and student self-learning - in and out of school through Virtual Learning environments.
Improve outcomes by using digital means to collaborate with other agencies supporting the children's strategy and the health strategy.

How ?
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Priorities
In recent years the nature of crime has changed and sophisticated criminals rely on
technology to identify, prepare for and undertake criminal activity. New types of crime
have emerged and the traditional physical barriers and borders simply do not exist in the
digital space. Globally, law and order organisations are having to react to this changing
landscape by themselves embracing digital skills, modern technologies and new ways of
thinking.
In the Island, we have seen excellent results with traditional crime rates reducing year on
year and take great pride in the Island being a safe and caring community for us all. Our
criminal justice system remains largely paper bound, however, with Police Oﬃcers still
reliant upon paper notebooks, disparate systems across the justice process and a
complex and laborious approach to identifying end to end performance and intelligence.
Accelerating the use of digital solutions to support the criminal justice strategy will
increase the eﬀectiveness and eﬃciency of the whole process. This will beneﬁt the
organisations, victims of crime and the rehabilitation of oﬀenders. It will also simplify and
expedite cross organisation tasks as well as improving visibility and intelligence on
activities and outcomes.
Rather than a single master solution, the approach is to ensure each area of the chain is
fully optimised and using modern technology that is then itself tightly integrated with
the rest of the chain.

DIRECTION

In plan

Police

Attorney
General

New Core
Systems

Optimise Core
Platform

Mobile
Working

Police Interface

Courts
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Not scoped

Prison &
Probation

Review core Optimise Core
processes
Platform
Court
New core
system
Reporting

Best use of
Technology

Digital Courts

Link to UK
Authorities

Debt
Collections
Island Shield
Pathways
Interface to Education
Interface to Social Care
Interface to Health
Interface to Welfare

Remove paper in key processes and improve end to end processes using technology.
Deliver eﬃciencies for front line operations & improve outcomes for victims and oﬀenders.
Focus on Police at start of journey for modernisation procuring a new core system.
Simplify processes before digitise - review of court processes before new core system.
Support Police vision "Using technology to free our people to deliver quality policing".
Improve visibility of process times, performance and outcomes.
Move towards single electronic case ﬁles.
Improve interaction between agencies in Criminal Justice - using digital means to speed up processes.
Modernise court workings moving towards fully "Digital Courts".
Improve debt collection and ancillary functions - aligning with broader Government debt collection.

DIGITALSTRATEGY

Priorities
Governments are increasingly embracing improved and joined up systems to
determine, administer and monitor the collection of taxes and distribute beneﬁts to
those who need it most.
On the Island we have established deep digital systems supporting VAT and personal
income tax and these systems have been iterated over many years, allowing the
customer full transparency of their transactions. But we need to do more. We need
to simplify and connect our corporate and individual services to drive adoption and
deliver further beneﬁts. Our beneﬁts system is approaching end of life and remains
predominantly reliant upon paper based processes and the consultation underway
on the welfare state will in all likelihood result in major changes being required to
the underlying systems.
By accelerating improved systems in tax and beneﬁts we will be able to deliver
further eﬃciencies to our citizens and businesses - taking less of their valuable time
to deal with government administration and bureaucracy and deliver further
productivity gains in government through automation and self serve. By using
information and authenticated digital sources we will be better able to ensure our
support is focused on those in most need and proactively intervene - informing
customers of their eligibility rather than waiting for them to complete reams of
paper.

DIRECTION

In plan
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Not scoped

Customs / VAT

Income Tax /
National Insurance

Beneﬁts

Rates

New Core
Systems

Optimise Core
Platform

New Core
System

Rates Review

Simpliﬁed
Enrolment

Case
Management

Extend Auto
Assessment

Interface to
Health

National Insurance
Online
Applications
Consolidation
Integrate Treasury Platforms
Interface to Registries
Interface to Electoral Roll

Continue to drive digital services to be the dominant channel for all transactional activity with businesses using this as default.
Stabilise and develop out existing core systems.
Replace core systems that are end of life (customs & beneﬁts).
Integrate disparate Treasury systems - around a single customer model.
Simplify and enhance digital services - in particular enrolment & communications.
Investigate using joined up information to reduce the need for customer application in welfare
Digitally link up other relevant agencies to improve outcomes.
Develop electronic case management to improve focus on customer and customer needs.
Integrate services with myGov portals.

How ?

DIGITALSTRATEGY

Priorities
Technology is changing the way we look after our environment and infrastructure.
From electric vehicles to driverless cars, from alternative sources of energy to the
way in which we monitor and react to environmental changes.
In our Island, many of our staﬀ who work in our environment and infrastructure
teams are mobile workers and we have started deploying mobile technology to
some of these teams. We have much more to do, however, with a truly mobile set
of solutions that minimise travel time, maximise the productivity of all our
organisation, and provide much richer and more accurate information on activities
and outcomes. Digital services will enable our craftsmen to be more productive in
front line services.
By harnessing digital solutions, we will enable our staﬀ to be even more productive
in the ﬁeld, having access to relevant information and working directly on core
systems which themselves have been optimised and refreshed. Our customers and
our staﬀ will increasingly all access the same information, removing any disconnect
and improving collaboration on issues (such as reporting faults). All of our permit
and licence processes, especially those surrounding vehicles and driving will be
simpliﬁed for our customers and governments collective beneﬁt and available
across all channels.

DIRECTION

In plan
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Not scoped

Infrastructure

Environment &
Agriculture

Optimise core
systems

Optimise core
systems

Mobile
Working

Mobile
Working

Go Card
complete

myGov
Personalised Alerts

Combined
Service
Access Card

Online Planning Submissions

Real Time Bus Tracking

myGov
Conveyance search

Open Data
Suppliers & Mapping

Animal Traceability

myGov Digital Licences
New Housing Core System
Local Authority
as a Platform
vision

Maximise investment in systems that are ﬁt for the digital age.
Improve the customer experience and develop detailed intelligence through public transport smart cards.
Improve transparency through publication of supplier spend, bus tracking information and mapping information.
Continue identiﬁcation and deployment of "mobile ﬁrst" systems for mobile staﬀ.
Continue to drive adoption on existing online services through simpliﬁcation & promotion.
Be one of the early adopters of "myGov" for vehicle life events - simplifying all events around our customers.
Prototype joined up information searches using "myGov" conveyance searches based on our property & utility information.
Lead discussions with Local Authorities on any opportunities for new and common systems to support customer journeys.

DIGITALSTRATEGY

Countries around the world are competing to attract targeted businesses to sustain and grow their
economies. The speed and ease of which these businesses and their employees can complete the
necessary administration activities will be a diﬀerentiator as will the transparency of core records aﬀects
international standing.
On our Island we have a solid picture of what the future will look like under Vision2020 and attracting
businesses here and allowing them to ﬂourish is a fundamental component of this strategy. We have world
leading registries for aircraft and shipping and have had a digital presence for the companies registry for
many years. We have much more to do however - the corporate community have been requesting fully
digital corporate services for many years and when looking across the whole process of starting a business,
we lag severely against other jurisdictions turning instead to paper and physical visits. Our civil registries
have been largely unchanged for many years and lack any real digital capability for our customers.
By accelerating our digital journeys that support our economy and fully enabling digital registries, we can
drastically improve the speed and ease at which businesses and their employees can perform key tasks,
freeing them up to focus on economic activity and compete in a global market for high value and high tech
businesses. By looking at life events for businesses and individuals and designing our processes around these
we can signiﬁcantly improve our customer proposition and deliver eﬃciencies into the whole organisation at
the same time. It will also support the concept of virtual and physics hubs - for example registering a birth or
death only once and aim to avoid the need to visit a physical oﬃce, and we can also improve transparency
in an international climate that is demanding more and more information to be readily accessible.

Priorities

In plan
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Not scoped

Companies
Registries

Civil
Registries

Economy

Companies
Registry Phase 1

Land Registry
System

Work Permit
System Phase 2

Companies
Registry Phase 2

Open Data
Registries

Job centre system
replacement

Aircraft Registry
Online

Probate
System

myGov Job /
Employed

Ship Registry
Online

Civil Registries
myGov
Business Startup
System
MNH imuseum
Destination
enhancements Management system
Interface to Welfare

Interface to Economic Aﬀairs
Interface to Health

Digital registries can provide a powerful and trusted authentic source of information for other services.

DIRECTION

Deliver digital registries to wrap our services around our customer needs.
Replace core systems to enable digital services - Companies Registry, Job Centre & Land Registries.
Develop new digital registries for civil - Birth / Death / Marriage - and develop Hub Concept (register at source).
Optimise existing registries with digital channels - Aircraft Registry & Ship Registry.
Create and champion Business Customer Board and digitise journey for starting a business.
Champion myGov - business - to create single portal approach to business activities with work permit applications and
company ﬁling as priorities.
Progress Jobseekers / employed journey and digitise process around customer.
Develop further Destination Management Organisation - presenting joined up digital experience for visitors.

How ?

DIGITALSTRATEGY

Priorities

In plan
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Not scoped

myGov.im
Increase the number of online services
Segregation of services from content
Improved release strategy

Accessing services and managing personal information online is a way of life for many of
Government’s customers. They shop online, book holidays online, make arrangements
online and as our customer consultation shows - they would prefer to interact with
Government online too.

Upgrade Content Management System
Simpliﬁed account setup
Continuous Improvement Programme

With over 30,000 logins and £25 million in payments collected each month, our online
services are already delivering real value. However, we need to do more. We have learnt a
lot since the ﬁrst Government website was launched in 1995. By taking these lessons and
focussing eﬀorts on improving the solid technical foundation we have established, we can
increase the speed and reduce the long term cost of making new services available online.
When this is combined with a fresh approach to securely holding customer records,
essential information, service eligibility and validation can all be determined automatically
and only when a customer consents for this to happen. This will streamline processes,
personalise experiences when using our services and put customers in control of their
relationship with Government.
Furthermore, through eﬀective use of digital customer feedback tools, we can even
nurture a collaborative approach to the way we build online services.

Common Services - Build once, use many times
Post code lookup, improved payments
Design services for digital ﬁrst
processes and look & feel
MyGov.im Personal & Business Portals
ability to complete services 100% online
"myDetails", "Report", "Apply" & "Buy", Tell us once
myGov enablers
Tell us once, Mapping, API, Responsive design, SMS,
ID Assurance
Governance
Using Customer Boards, feedback and
improved Business Intelligence
Telephony and Automated Payments

DIRECTION

Develop a simpliﬁed and more personal experience for customers. This will include:
Reusable technology and systems with a build once, use many times philosophy
Preparing online services for self service customer account management to include status updates and authorisation settings.
Establishing data sharing capability to enable customer consent for streamlining service experience
Customer service approach to customer records to allow multi-channel service through contact centres (eg Welcome Centre
& Post Oﬃces).
Improving the development methods to enable a more modern approach to delivering online services
Establishing a frequent digital customer satisfaction and feedback programme.
Simpliﬁed payments and new telephony options
Investigate the suitability of using social media platforms to deliver services in a more a personal/convenient way.

DIGITALSTRATEGY

The beneﬁts of digital working are clearly understood by Governments on a
global basis with many heavily investing in increased pace and capability to
deliver signiﬁcant ﬁnancial savings and improved outcomes.
We have some solid foundations internally - with our Government being one of
the ﬁrst jurisdictions to deploy a joined up network, desktop and enterprise
platforms. But there is much more to do - we still rely on paper based processes
that support two of our most important assets - our people and our suppliers
and this will increasingly hold the organisation back.
By accelerating our internal digital journeys and by relentlessly removing paper
and obstacles, we can realise signiﬁcant ﬁnancial savings as part of a planned
journey working with our staﬀ, allowing for natural wastage and turnover to
transition from back oﬃce to front oﬃce activities in a planned way.
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Priorities
myGov.im
E-Recruitment Phase 2
e-Procurement
e-Requisitions
E-HR
Digitise Paper Filing
Enterprise Workﬂow System
Red Tape Reporting

In doing so we can support our customers, as well as enabling the whole
organisation to beneﬁt from solid digital foundations.
It will also help the entire workforce be more eﬃcient in their role, spending less
time on bureaucracy.

In plan

Customer Boards

Not scoped

Business Intelligence

DIRECTION
Listen to staﬀ and challenge antiquated practices for internal processes as well as customer facing areas.
Relentlessly remove paper from inside the organisation.
Deploy modern technology to speed up and simplify commissioning / procurement process.
Connect the internal organisation with our customers using "myGov" workﬂow.
Establish feedback/ideas scheme “Red Tape Reporting” to allow our staﬀ and customers to identify and collaborate in service
improvement ideas.
Digitise activities in support of staﬀ and supplier processes to improve eﬃciency and outcomes.

How ?

DIGITALSTRATEGY
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Priorities
myGov.im
Trust, transparency and democracy are at the heart of Governments' agendas across the
globe. The digital age is allowing Governments to be held to account on performance, to
publish information and outcomes and to gather and expose a much clearer digital voice
with initiatives such as the G8 Open Government Partnership providing a clear framework
on transparency to aim towards.
Our journey to harness digital channels to communicate and engage with the public is
already underway with aspects such as the publication of ﬁnancial performance, budget
detail, national outcome framework and Agenda for Change all putting information in the
hands of the public. We have more to do though - our information is largely one way and
in a format of our choosing and we need much more information on our performance,
outcomes and relationships that increasingly will need to be "open by default". We also
know there is more we can do to use digital channels to engage with our public.

National Outcome Reporting
Digital Dashboard
Open Data
data.gov.im
Electoral Roll Tactical
e-Census Investigations
e-Petitions
Digital Voice & Individual Electoral Roll

By accelerating our digital journey in support of transparency and democracy we will
increasingly expose our outcomes and the information we hold. We will complement the
Freedom of Information Act by aiming to make public information that is not sensitive
open by default and accessible in order to foster trust and innovation. We will investigate
improving our engagement on key aspects of Government including supporting a move
to an individual based electoral roll after the next general election and better use the
information we have to support census insights.

DIRECTION

In plan

Business Intelligence

Not scoped

Use digital services to improve public engagement, increase transparency and improve "intelligence".
Simplify and improve the visibility on key outcomes of Government using the new National Outcomes framework.
Improve public trust and beneﬁt from collaboration and innovation by moving to an assumed "open by default" Government
where information is appropriately available for consumption.
Increase use of digital consultations and polls for quick opinion on key matters - balanced alongside other channels to
ensure inclusion for all elements of society.
Investigate beneﬁts of joining up authentic sources to improve public outcomes.
Use technology as a means to identify and respond to unnecessary bureaucracy and listen to our customers.
Investigate and support any move to individual electoral roll and online registration / management.
Extend business intelligence capability in the organisation to better understand outcomes and insights.

DIGITALSTRATEGY

Vision

Strategic
Aims

Isle of Man Government's digital vision is to improve the access to and quality of public services in a way that provides
better value to everyone in the Isle of Man. Our future Digital Services are those which are fully automated and controlled
by the customer. They will be so simple, convenient and compelling, that those who can will choose to use them.

A minimum saving of £5m to
be achieved within ﬁve years
ensuring the programme is
cost neutral across the period.

Further indirect savings and
service improvements of £5m
to be achieved within ﬁve
years.

Thinking Digitally
Digital Principles
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Online uptake of transactional
services at 80% by volume within
ﬁve years with 50% by the end of
the current administration.

Working Together

• Leadership & Commitment

• Customer Led

• Capacity & Capability

• Design Digitally

• Legislation & Regulation

• Common foundations

• Adoption & Inclusion

• Transparency

Digital
Programmes

Service
Programmes

• Health & Care
• Education & Sport
• Law & Order

• Welfare
• Environment & Infrastructure
• Economy & Registries

Version 0.1
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Thinking Digitally

Working Together

Achieve a top quartile place in the
rankings of the Capgemini EU
eGovernment Benchmark 2018.

Learning Intelligently
• Measure & Evaluate

Supporting
Programmes

• myGov.im
• Productivity
• Transparency & Democracy

• myGov.im
• Productivity
• Transparency &

Learning Intelligently

