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Yn ystod fy sesiwn ragarweiniol gyda'r Pwyllgor ar 13 Mawrth 2017 gofynnodd Mr Lee
Waters AC imi am yr heriau y bydd digideiddio yn dod & hwy i Lywodraeth Cymru a
pharodrwydd y sefydliad i ymateb iddynt. Addewais ysgrifennu yn 6l ar 61 rhoi ystyriaeth
ddwys i'r mater pwysig hwn.

Cefndir

Yn 2014 cymeradwyodd Bwrdd Llywodraeth Cymru Gynllun Gweithredu Digidol cyntaf y
sefydliad (2014-2017). Aeth y cynllun ati i wella gwybodaeth a gwasanaethau digidol
Llywodraeth Cymru, ac fe'i cyhoeddir ar ein gwefan, gweler dolen er cyfleuster i'r
Pwyllgor; http://gov.wales/topics/science-and-technology/digital/public-services/digital-
first/?lang=cy

Yn 014, asesodd Llywodraeth Cymru ei hun fel Lefel 2 ary Fframwaith Galluogrwydd
Digidol ' “senior management in place with a remit to set targets, develop over-arching
vision and plan, and develop necessary capability and culture. Digital is seen as a key
transformation tool and advocacy is strong at key parts of the organisation.”

Ers hynny gwnaed camau breision. Rydym wedi penodi Prif Swyddog Digidol a chreu
tim strategaeth, sefydlu Gnvp Digidol a Data o dan gadeiryddiaeth y Gweinidog Sgiliau
a Gwyddoniaeth i ddarparu arweinyddiaeth a chyfeiriad, gweithredu rhaglen dysgu
digidol i staff a chyflwyno ystod o wasanaethau digidol newydd a gwell.

'Addaswyd o'r Fframwaith a gyhoeddwyd yn UK Government Digital Strategy a'r Digital Capability
Framework a gyflwynwyd gan Kieran O’Hea (Digitigm) i gyfnod ymgynghori'r Agenda Ddigidol ar gyfer
Ewrop.
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Yn ein barn ni rydym bellach wedi cyrraedd Lefel 4 o'r Fframwaith Galluogrwydd Digidol
- “senior management making significant progress in delivering the vision and plan.
Processes across the organisation have been converted to digital, providing tangible
benefits and efficiencies. Advocacy is increasing.” Ers 2010 rydym yn anelu at fod ar
lefel 5 - “digital is at the heart of policy and strategy, contributing to all business
processes and objectives. Digital culture is strong: agile, user-centred, innovative, and
responsive.”

Mae'r camau gweithredu yn y Cynllun Gweithredu Digidol (2014-2017) bron wedi'u
cwblhau a chydnabuwyd bod angen cynllun ar ei newydd wedd. Yn Ebrill 2017,
ystyriodd Bwrdd Llywodraeth Cymru y Cynllun Gweithredu Digidol (2017-2020) sydd
bellach yn cael ei baratoi'n derfynol.

Bydd y Cynllun Gweithredu Digidol (2017-2020) yn ddisgrifiad cynhwysfawr o'n
hamcanion a'r camau yr ydym wedi'u cynllunio, felly nid wyf am achub y blaen arno yn
ormodol yma. Er hynny, hoffwn ehangu ar bedair thema a godwyd yn benodol yn ystod
fy sesiwn ragarweiniol gyda'r Pwyllgor: meddylfryd digidol; sgiliau arbenigol; galluogi
busnes da yn y Llywodraeth; a data mawr. O gofio'r ymosodiadau seiber eang yn
ddiweddar, hoffwn gyflwyno sylwadau ar gadernid.

Meithrin meddylfryd digidol

Ers llawer o flynyddoedd bu gan dechnolegau digidol effaith fawr ar y ffordd y mae pobl
yng Nghymru'n byw, gan gynnwys sut y maent yn cael gafael ar wybodaeth a
gwasanaethau cyhoeddus, a bydd yr effaith hon yn parhau wrth gwrs. Mae Symud
Cymru Ymlaen yn datgan: ‘Mae angen inni fynd yn ddigidol o ran ein darpariaeth o
wasanaethau llywodraethol.” Mae deall y cyfleoedd a ddaw yn sgil y technolegau hyn i'r
Llywodraeth yn rhan hanfodol o'r sgiliau y mae ar weision sifil modern eu hangen.

Yn ystod y drafodaeth &'r Pwyligor, soniwyd am y gwaith rhagorol sy'n cael ei gyflawni
gan rai o swyddfeydd trafodiadol mawr Llywodraeth y DU yng Nghymru. Mae
Llywodraeth Cymru hefyd yn darparu nifer bach o wasanaethau trafodiadol
uniongyrchol i'r cyhoedd. Mae gan Lywodraeth Cymru 22 o wasanaethau digidol byw ar
hyn o bryd, ac rydym yn cynnal dros 100 o wefannau. Rydym wedi gwneud cynnydd da
o ran digideiddio gwasanaethau, er enghraifft Taliadau Gwledig Cymru Ar-lein sy'n
caniatau i 18,000 o ffermwyr ymgeisio am daliadau a'u rheoli ar-lein. Mae Hwb
(hwb.cymru.gov.uk), sy'n cynnal casgliad cenedlaethol o offer ac adnoddau digidol i
gefnogi rhieni, athrawon a phlant yng Nghymru'n enghraifft eithriadol o ddatblygu a
darparu gwasanaethau ar-lein; mae Cymru ar y blaen i weddill y DU yn hyn o beth. Mae
technolegau digidol hefyd yn herio'r ffordd yr ydym yn ymgysylltu & dinasyddion. Mae
ein Digwyddiadau'’r Sgwrs Go lawn, a ddefnyddir i ddatblygu Rhaglen Entrepreneuriaeth
leuenctid Llywodraeth Cymru, 2016-2020, yn enghraifft dda, ac mae sianeli ymgysylitu
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digidol ar gyfer Tasglu'r Cymoedd yn fyw yn awr - gweler Twitter, #TrafodyCymoedd
#TalkValleys.

Er bod enghreifftiau cryf o waith a arweinir yn ddigidol, mae gwella sgiliau a
galluogrwydd yn y maes hwn yn flaenoriaeth barhaus. Fel rhan o Gynllun Gweithredu
Digidol Llywodraeth Cymru (2014-2017), sefydlwyd rhaglen dysgu digidol ar gyfer y
staff. Mae'r rhaglen yn cynnwys cyrsiau dechreuol a chanolradd ym maes
ymwybyddiaeth ddigidol; cyrsiau sy'n canolbwyntio ar ffyrdd ‘Agile’ o weithio; a dosbarth
meistr arweinyddiaeth ddigidol ar gyfer yr Uwch Wasanaeth Sifil a bandiau gweithredol
Mae mwy na 500 aelodau o staff wedi mynychu dros y flwyddyn ddiwethaf ac mae
rhagor o gyrsiau ar y gweill. Mae dysgu yn y dosbarth yn cael ei gefnogi gan fodiwlau
hyfforddi ar-lein, cyfleoedd cyfnewid, a sesiynau 'dysgu dros ginio' mwy anffurfiol.

Un o'm blaenoriaethau cynnar fel Ysgrifennydd Parhaol yw sicrhau bod gan Wasanaeth
Sifil Llywodraeth Cymru'r sgiliau a'r galluogrwydd y mae arni eu hangen at y dyfodol.
Cyn hir byddaf yn lansio ymarfer ymgysylitu ar draws y sefydliad i nodi ein bylchau
sgiliau. Er hynny cyn i'r data hwnnw ddod i'r amlwg, rwyf eisoes wedi cytuno &'r Uwch
Dim y bydd sgiliau polisi, arweinyddiaeth, a sgiliau digidol yn elfen graidd ar raglen
dysgu corfforaethol newydd i staff.

Sgiliau digidol arbenigol

Yn ogystal &'t hyn y gellid ei ddisgrifio'n Weision Sifil 'cyffredinol' sy'n gweithio ar lunio a
darparu polisi, mae gan dros 100 o aelodau o staff Llywodraeth Cymru rolau digidol a
TGCh sy'n gofyn am sgiliau a chymwysterau arbenigol, megis rhaglenwyr, arbenigwyr
cymorth TG, a dylunwyr y we. Mae'n glir bod manteision posibl trwy leihau dibyniaeth ar
gontractwyr allanol am y math hwn o waith, o safbwynt cost, diogelwch a
chynaliadwyedd. Mae dod 4 sgiliau arbenigol i mewn i'r sefydliad yn aml yn gofyn am
recriwtio'n allanol yn hytrach nag ailhyfforddi, ac ar adeg o gyfyngiadau tyn o ran
adnoddau mae’n glir bod hon yn her anodd. Er hynny, mae'r Prif Weinidog yn cydnabod
y bydd angen defnyddio'r dull gweithredu hwn yn achos rhai sgiliau allweddol.

Yn Ebrill 2017, cytunodd panel recriwtio allanol y sefydliad i benodi deg o bobl & sgiliau
digidol arbenigol i'w lleoli ar draws adrannau. Bydd cynllun prentisiaethau nesaf
Llywodraeth Cymru yn cynnwys carfan ddigidol. Rydym hefyd yn dod & phrentisiaid i
mewn i'r sefydliad mewn partneriaeth &'r ONS. Yn y tymor hwy, bydd angen i gynllunio'r
gweithlu ar gyfer rolau digidol gael ei gynnwys yng ngwaith ehangach Llywodraeth
Cymru ar gynllunio'r gweithlu. Mae gn¥p gweithlu digidol ar draws y sefydliad wedi cael
ei sefydlu i gefnogi hyn.
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Galluogi busnes da yn y Llywodraeth

Yn ystod fy sesiwn ragarweiniol siaradais am y cyfleoedd y mae technolegau digidol yn
eu cynnig i gefnogi ffyrdd gwell o gyflawni hanfodion busnes y llywodraeth - roedd
gennyf mewn golwg gweithio'n effeithiol fel tim, cynnal cyfarfodydd ffrwythlon, a
chyfathrebu & chydweithwyr ar draws ffiniau daearyddol. Gwn i'm rhagflaenydd arwain
darn sylweddol o waith i wella defnydd Llywodraeth Cymru o e-byst a chadw cofnodion
yn electronig. Mae gwaith ar y gweill i uwchraddio darpariaeth ffonau Llywodraeth
Cymru ac i gefnogi staff i gysylltu'n fwy effeithiol 4'u cydweithwyr gan ddefnyddio
negeseua gwib ac argaeledd ar-lein amser real. Pwysleisiodd adborth gan staff a
gymerodd ran yn ein peilot gweithio'n hyblyg ym Merthyr yn arbennig bwysigrwydd ofer
TG dibynadwy a hygyrch i gefnogi gweithio o gartref ac wrth symud o gwmpas. Bu
Bwrdd Llywodraeth Cymru yn profi meddalwedd a chaledwedd sy'n caniatau i'w
gyfarfodydd gael eu cynnal yn ‘ddi-bapur’. Rwyf newydd gymeradwyo blwyddyn bellach
o'r treial i sicrhau ein bod yn dysgu cymaint & phosibl am y manteision a'r newidiadau o
ran sgiliau ac ymddygiad y mae'r math hwn o weithio'n gofyn amdanynt.

Cadernid

Er fy mod yn cytuno &'t pwynt a wnaeth Mr Waters yn ystod fy sesiwn ragarweiniol yn
ddiweddar nad cyfarpar yw'r peth pwysicaf oll, mae meddu ar yr offer iawn sy'n
gweithio'n effeithiol yn hanfodol wrth gwrs ar gyfer gweithio digidol - sy'n farwain i at
gadernid. Mae'r ymosodiadau seiber digynsail ar sefydliadau ledled y byd wedi
pwysleisio unwaith eto'r heriau enfawr sydd ynghiwm wrth sicrhau bod systemau ac
offer TG yn gweithio'n iawn, ac yn bennaf oll, sicrhau eu bod yn ddiogel Wrth i
Lywodraeth Cymru ddatblygu mwy o wasanaethau digidol a ffyrdd o weithio mae ein
dibyniaeth ar y dechnoleg sy'n eu cefnogi wedi cynyddu. Mae effaith methiant technoleg
ac yn gynyddol seiberdroseddu yn peri risg llawer uwch i gyflawni ein gwaith nag o'r
blaen. Er mwyn mynd i'r afael &'r risg hwn mae Llywodraeth Cymru wedi buddsoddi yn
ei systemau craidd ac yn mynnu bod safonau sicrwydd ar gyfer ei chyflenwyr yn cael eu
diwallu. Rydym hefyd wedi datblygu'r gweithdrefnau y mae eu hangen i ymateb yn
gyflym os bydd digwyddiad. Mae cadernid TG ar Gofrestr Risg Corfforaethol
Llywodraeth Cymru a bydd yn parhau'n faes allweddol i'r Bwrdd. Mae datganiad Prif
Weinidog ar 16 Mai 2017 hefyd yn rhoi clod dyledus i gadernid TG a'r gwaith ymateb i
argyfwng sy'n cael ei wneud gan GIG Cymru a chyrff cyhoeddus eraill yng Nghymru.

Manteisio ar Ddata Mawr

Mae trawsnewid digidol nid yn unig yn arwain at gynhyrchu mwy o ddata, a hynny
mewn ffordd fwy amserol, ond mae hefyd yn cynnig ffyrdd newydd o gasglu, rheoli a
dadansoddi data. Fel sefydliad mae Llywodraeth Cymru'n parhau i edrych ar ffyrdd o
fanteisio'n well ar ddata gan ddefnyddio technegau traddodiadol ac arloesol. Er
enghraifft, mae cydweithwyr yn yr Adran Drafnidiaeth yn gwneud defnydd arloesol o
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setiau data dienw mawr ar ddata GPS a data ffonau symudol ar gyfer dadansoddi
trafnidiaeth.

Yn y blynyddoedd diwethaf mae Llywodraeth Cymru hefyd wedi gwella ei deunydd
ystadegol a gofodol ei hun, ar ffurf y gall peiriant ei darllen, ac fel yr amlinellir yng
Nghynllun Data Agored Llywodraeth Cymru, mae wedi ymrwymo i fwrw ymlaen a'r
agenda data agored.

Gyda'r cynnydd yn nifer y sefydliadau sy'n cael eu creu ac sy'n cael eu gyrru gan ddata
- fel y nodwyd gan Mr Waters - mae potensial i Gymru fod yn ganolbwynt data sydd
ymhlith y goreuon yn y byd. Mae cydweithwyr eisoes yn gweithio ar brosiectau gyda
Champws Gwyddor Data ONS a Chanolfan Ymchwil Data Gweinyddol Cymru, a thros y
blynyddoedd rydym wedi rhoi arian sylweddol i ddatblygu banc data SAIL ym Mhrifysgol
Abertawe. Mae ein gwaith gyda Chanolfan Ymchwil Data Gweinyddol Cymru wedi
arwain at gyhoeddiadau sy'n edrych ar ganlyniadau ymyriadau polisi megis cefnogi pobl
a thlodi tanwydd trwy gysylitu data - yn ddiogel ac yn foesegol - o wahanol ffynonellau.
Mae Llywodraeth Cymru yn cael ei hystyried yn un o bartneriaid arweiniol Rhwydwaith
Ymchwil Data Gweinyddol y DU.

Rwyf yn gobeithio bod y diweddariad hwn wedi rhoi sicrwydd i'r Pwyligor bod y
technolegau digidol a'r heriau a'r cyfleoedd sydd gysylltiedig & hwy'n uchel ar agenda
Llywodraeth Cymru a bod cynnydd yn cael ei wneud. Rwyf yn edrych ymlaen at rannu'r
Cynllun Gweithredu Digidol (2017 - 20120) &'r Pwyllgor maes o law.

Y(,\ cmwlr)
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Shan Morgan
Yr Ysgrifennydd Parhaol
Llywodraeth Cymru
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1. Our vision

Making it easier and more convenient for customers to deal with
us, wherever they are and whenever they choose

By this we mean that our digital services are so straightforward and convenient that
those who want to use them will, whilst those who cannot or do not want to are not
excluded.

Achieving this vision means that we will:

e have strong digital leadership

e have the right skills to understand and realise the benefits of digital

e have a reputation for high-quality, efficient, user centric, secure digital
services

e use digital to deliver better policy outcomes and value for money

e manage the digital continuity of our information to ensure that it is usable,
accessible, understandable and trustworthy

e use data and customer feedback to continually improve our services

A blueprint for how we will achieve this vision is in Section 5 of this Plan.

2. What this Plan is about

This is a three-year plan to improve the Welsh Government’s digital information and
services and save money. ‘Digital’ means different things to different people. For the
purposes of this Plan it covers:

i.  publishing user-focused content
ii.  our use of social media to engage with the public, customers and
stakeholders on our legislation and policy-making
iii. the complete transformation of transactional services
iv. our approach to assisted digital (supporting those who cannot use digital
services independently)

All the above are underpinned by our ability to use the information we collect, store
and retrieve about our customers much better than we do today.

We already use many digital tools and technologies to provide services to the people
of Wales. Our services are both informational, e.g. wales.gov.uk, and transactional,
e.g. WEFO Online. Annex 1 is a pictorial representation of the current state of our
transactional services. It shows that while we already provide a small number of
digital transactional services, there are opportunities around a range of other
services we provide in a semi-digital way. Annex 2 shows the current status of our
information provision. It shows that we have a small number of ‘core’ information
platforms but that we also have a large number of other individual and sometimes
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isolated websites where we provide subject and customer specific information.
Taken together these annexes show that over time our digital estate has grown
organically in a way that does not represent value for money or provide a
consistently good customer experience.

This Plan contains 20 actions that we will take which will lead us towards providing
more cost-effective services whilst meeting customer needs. The actions are
intended to move us up to Level 3 in the Digital Capability Framework (see Section
3.3). Digital transformation cannot be delivered overnight and will require sustained
effort and commitment over a number of years.

2.1 What this Plan does not include

This Plan does not cover digital services provided by Welsh public sector bodies
such as the NHS or local authorities. Nor is this Plan about ICT (infrastructure,
hardware or software etc) although our ability to use ICT (including skills such as an
ability to use email, word processors, spreadsheets and the internet) is important to
truly understand the opportunities provided by digital. The Welsh Government ICT
Strategy (2012-2016) sets out our approach to ICT.

This Plan is also not designed to be an information management strategy although
our approach to treating information as a valued asset, managing it properly, making
sure it is fit for purpose, making it standardised and linkable, reusing it and
publishing it is fundamental to us providing good digital services.

This Plan does not address digital inclusion, which is about making sure that people
have the ability to use the internet to do things that benefit them every day. The
Welsh Government Digital Inclusion Framework and Delivery Plan sets out our
actions on this matter."

It is also not about improving broadband availability across Wales. This is being
addressed through our Superfast Wales project and a range of other related
broadband improvement activities.

3. Why we need to act

3.1 Because we’ve said that we will

One of our Programme for Government commitments is to implement Delivering a

Digital Wales? - using digital technologies to provide better, more cost-effective and
accessible services for citizens, businesses and communities. Moreover, the Welsh
Government ICT Strategy (2012-2016) re-states our vision as an “ICT organisation
that has the customer’s interests at heart and identifies innovative solutions to meet

! http://gov.wales/topics/science-and-technology/digital/digital-inclusion/?lang=en
2 http://gov.wales/topics/science-and-technology/digital/?lang=en
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business needs.” The Welsh Government has been working towards this goal but
this Plan involves a step change in how we exploit digital to deliver our business.

In addition, Welsh Ministers have endorsed a Digital First® approach for the whole
Welsh public sector following a recommendation made by the Digital Wales Advisor
Network (DWAN) in its Digital First: Delivering Welsh Public Services Online report.

“Digital First is about delivering public services that are focused on the needs
of the citizen. We want to make it much easier for people to find and use public
services — at any time and on any device.”

Minister for Economy, Science and Transport (March 2013).

3.2 Because our customers expect us to

According to Ofcom research, 100% of premises in Wales are able to receive fixed
broadband (ADSL), with 41% having access to fibre broadband, and 98% having
outdoor 3G mobile coverage from at least one operator. In 2013 broadband take-up
in Wales was 66% and smartphone take-up was 49%.° Approximately four in five
adults in Wales have access to the internet at home® and Welsh citizens claim to
spend an average of 14 hours per week online.’

Our customers’ expectations are being shaped by their experiences of transacting
with the likes of Amazon and eBay — organisations that put the user at the heart of
their business. As Figure 1 shows, our customers are conducting personal
transactions online: around six in ten internet users buy goods or services online and
a similar number perform personal banking, financial and investment activities.®

84% Email

63% Buying or ordering tickets, goods or services

58% Personal banking, financial and investment activities
45% Listening to the radio or watching TV programmes
26% Selling goods or services

Figure 1: Selected activities carried out by internet users®

In Wales, almost two thirds of adults have accessed public service websites in the
past 12 months. This figure remains significant even among those groups that are
less likely to use the internet: almost half of adults living in social housing and over a
third of people between 65 and 74 years of age have done so.'® As Figure 2 shows,
Welsh citizens are already heavy consumers of non-devolved digital public services.

® http:/gov.wales/topics/science-and-technology/digital/public-services/digital-first/?lang=en

* http://gov.wales/docs/det/publications/130304digitalfirsten.pdf

® https://www.ofcom.org.uk/__data/assets/pdf_file/0024/24576/2013-cmr-wales.pdf (Ofcom 2013), p.8
® National Survey for Wales (April 2012-March 2013)

" Communications Market Report: Wales (Ofcom 2013), p.64

® National Survey for Wales (January-March 2012)

® National Survey for Wales (January-March 2012)

'% National Survey for Wales (March 2012-April 2013)
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. Estimated number of online
UK Government service -
transactions by Welsh users per year
Tax a vehicle 1.4 million
Corporation tax 270,000
Practical driving test bookings 80,000
Theory driving test bookings 80,000
Passport applications 30,000

Figure 2: Estimated numbers of online transactions by Welsh citizens and
businesses using selected UK Government services online, October 2012-
September 2013"

The UK Government has embarked on a radical programme of digital transformation
that aims to make digital services “so straightforward and convenient that all those
who can use them prefer to do so0.”"? It has committed to redesigning and rebuilding
25 ‘exemplar’ services by July 2015." Figure 3 shows the forecast number of Welsh
citizens using some of the forthcoming ‘exemplar’ services every year. Through the
consumption of non-devolved services, the UK Government is increasingly providing
Welsh customers with an experience that compares favourably with the best on the
internet.

UK Government ‘exemplar’ service | Forecast number of Welsh users
Universal Credit 500,000
View driving record 300,000
Electoral registration (applications) 250,000

Figure 3: Forecast of Welsh citizens using selected UK Government ‘exemplar’
services online every year™

Prior to embarking on the transformation of its transactional services, the UK
Government radically simplified, consolidated and improved its online publishing
approach. GOV.UK was developed as a single, consistent publishing platform to
house the digital content for 24 Whitehall departments and over 150 agencies and
other public bodies — many of whom deliver information to Welsh customers.
Thousands of people from across the UK, including Wales, visit GOV.UK every
week to find information on pensions, foreign travel advice, maternity and paternity
leave, bank holidays and many other topics. People who have visited GOV.UK have
found it simpler, clearer and much easier to find information than the websites it
replaced;" it has raised the bar for public service information provision and the
model used is being copied by a number of countries across the world."®

" Multiplying Transactions Explorer data for the UK by 0.05 (the Welsh share of the UK population),
rounded to the nearest 10,000.

'2 UK Government Digital Strategy: http://www.publications.cabinetoffice.gov.uk/digital/

'3 https://www.gov.uk/transformation

" Multiplying UK forecasts by 0.05.

'® http://digital.cabinetoffice.gov.uk/2012/01/13/quantitative-testing-betagov/

'® Minister for the Cabinet Office: “Foreign delegations from as far afield as South Korea, Kazakhstan,
and the Netherlands have visited the Government Digital Service in Holborn, keen to learn from their
experience. The New Zealand government is using our open code to build its own version of
GOV.UK.” https://www.gov.uk/government/speeches/sprint-14-speech-by-francis-maude

Approved by Board: 20 June 2014 V1.0



http://transactionsexplorer.cabinetoffice.gov.uk/
http://www.publications.cabinetoffice.gov.uk/digital/
https://www.gov.uk/transformation
https://www.gov.uk/transformation
http://digital.cabinetoffice.gov.uk/2012/01/13/quantitative-testing-betagov/
https://www.gov.uk/government/speeches/sprint-14-speech-by-francis-maude

Because we have not had an organisation-wide approach to digital, we have not
taken advantage of the opportunity to exploit the standards, design, code and other
assets that the UK Government has developed.

As an organisation Welsh Government publishes a huge amount of information
including policy consultations, statutory guidance, ministerial letters, newsletters and
research. Indeed, we have 34,000 bilingual published pages on wales.gov.uk alone.

By contrast, we deliver a far smaller number of transactional services than the UK
Government. For example, there are around 60,000 customers who have received
payments from us while the Department for Work and Pensions alone serves over
20 million customers." To date, our digital services, both informational and
transactional, have not been subjected to such a systematic review and
transformation process as those provided by the UK Government. If we do not act to
improve our offering then Welsh citizens will get an increasingly inconsistent
experience of government online and we will risk being seen as outdated.

3.2.1 Commission on Public Sector Governance and Delivery

The Commission on Public Sector Governance and Delivery identified that the use of
information and technology in public services is not good enough to meet either
expectations of the public or the needs of the organisations concerned. It said that
securing benefits such as integrated, effective information management can only be
achieved through a strategy and programme, which prioritises, plans and delivers
improvements in digital and information services across the public sector in Wales. It
recommended action to provide “joined up, digitally transformed services which
deliver better outcomes and more efficient services for citizens.”*®

"7 https://www.gov.uk/government/organisations/department-for-work-pensions/about
'® Commission on Public Service Reform and Delivery, Final Report (2013), p. 152
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3.3 Because we need to improve what we’re
already doing

We already provide many digital information and transactional services but we have
significant potential to improve. We have assessed ourselves at Level 2 in the Digital
Capability Framework set out in Figure 3.

Digital is at the heart of policy and strategy, contributing to all
5 | business processes and objectives. Digital culture is strong:
agile, user-centred, innovative, and responsive.

Senior management have made significant progress in
delivering the vision and plan. Processes across the
organisation have been converted to digital, providing tangible
benefits and efficiencies. Advocacy is increasing.

Senior management in place with a remit to set targets, develop
over-arching vision and plan, and develop necessary capability
and culture. Digital is seen as a key transformation tool and
advocacy is strong at key parts of the organisation.

Some digital services, but often of limited quality. Digital teams
in place but tend to be silos in business units or programme
teams and have limited budget and remit. Senior digital
management not in place.

No awareness of digital capability, no resources allocated, no
1 digital strategy, plan or metrics, no understanding of best
practice, no digital services.

MATURITY
w

Figure 3: Digital Capability Framework'®

“Going digital” is not just a case of delivering our services better. It involves a change
of mindset in all aspects of our business and in particular affects those staff involved
in communications and marketing, IT, knowledge management, operational delivery,
policy delivery, procurement and contract management, project and programme
management, research and statistics. This equates to at least 75% of our staff.?°

Figure 4 below shows the key essential inter-related building blocks which need to
be in place to move us up the Capability Framework. These blocks (digital,
technology, communications and policy) are supported by us using the information
and data we have on our customer better, underpinned by the right skills and training
to allow us to do so.

'9 Adapted from the Framework published in the UK Government Digital Strategy and the Digital
Capability Framework submitted by Kieran O’Hea (Digitigm) to the consultation phase of the Digital
Agenda for Europe.

20 http://wales.gov.uk/about/civilservice/how-we-work/facts-figures/our-role-as-an-
employer/welshgovernmentemployerequality/welsh-government-employers-equality-report-12-
13/?skip=1&lang=en
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How we improve the services
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Figure 4: Essential elements to the digital transformation of Welsh Government

We currently have all of these operating within and sometimes across Welsh
Government. However, they are pocketed, exist in silos, and we do not maximise
them to best effect in the way we deliver our digital business and online presence. In
turn, this creates confusion, duplication, frustration, wastes money and hampers our
ability to get on with delivering our business.

3.4 Because there are benefits to be had

3.4.1 Customer benefits

UK Government research has found that saving time is the primary customer benefit
of using a digital service.?' With digital, there is no waiting in a queue in an office or
on hold on the phone. Saving customers time also saves them money: it has been
estimated that an hour spent interacting with government costs the average citizen

2 Digital Landscape Research, http://www.publications.cabinetoffice.gov.uk/digital/research/#fig-4
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£14.20.% Other aspects of digital services that are appreciated by customers include
accessibility outside office hours and ease of use compared to other channels. In
addition, because accessing services in Welsh either face-to-face or over the phone
is often not straightforward, the provision of multilingual digital services that are
‘always on’ makes it easier for customers to access services in the language of their
choice.

3.4.2 Financial benefits

Improving how we use digital will also bring us financial benefits. Service redesign
can also deliver savings: for some government services the average cost of a digital
transaction is almost 20 times lower than the cost of a telephone transaction, about
30 times lower than the cost of postal transaction and about 50 times lower than a
face-to-face transaction.”> We can expect to make savings by re-using digital service
components that we already own. Too often we procure multiple solutions to fix the
same problem faced by different parts of the organisation — sometimes knowingly,
but done to meet a specific, urgent business need. The continued pressure on our
budget means that addressing this situation is both increasingly unavoidable and
ever more urgent. We simply cannot make the financial savings we need without
major changes in the way we operate.

There are also financial benefits associated with how we collect, store and re use
information. Adopting the Open Standards Principles®* will help realise financial
benefits as well as putting users at the heart of our standards choices.

3.4.3 Reputational benefits

As a modernised government providing improved digital services, it is likely that our
customers’ perception of us will improve. One of the UK Government’s 25 ‘exemplar’
services is the Lasting Power of Attorney application run by the Office of the Public
Guardian (OPG). After the public beta service was launched in July 2013, the OPG
had to update its systems to allow staff to record positive feedback — prior to
redesign it had only ever received negative feedback.?®

We will also change the way we are perceived by our own staff and by those who
are interested in working for us. UK Government departments such as the Ministry of
Justice have found that creating the right conditions for digital transformation has
given them a reputation as inspirationalzplaces to work, and they have attracted and
retained high-calibre people as a result.?®

22 hitp://www.hmrc.gov.uk/research/cost-of-time.pdf

%% Driving Standards Agency data quoted in UK Government Digital Efficiency Report,
http://www.publications.cabinetoffice.gov.uk/digital/efficiency/#introduction

** https://www.gov.uk/government/publications/open-standards-principles

5 hitps://www.gov.uk/transformation/lasting-power-of-attorney

%6 ‘Building digital capability’ slides from Sprint 14,
https://qgds.blog.qov.uk/2014/02/12/sharing-sprint-14/
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3.4.4 Welsh Language

Welsh Ministers have stated their ambition and expectation that Welsh speakers
“should be able to conduct their lives electronically through the medium of Welsh,
should they so desire, including for...informational [and] transactional purposes.”?’
Our Welsh Language Strategy recognises that we have an important leadership role
to play in achieving this ambition, including ensuring that we — and the rest of the
public sector — are developing best practice in this field.?®

Whilst we currently provide the majority of our digital services bilingually, our
approach is not consistent and this has a negative impact on the user experience.
The forthcoming Welsh Language Standards will place duties on us to deliver
services with front- and back-end systems that can work in both Welsh and English,
and to promote our Welsh services and Welsh more generally. The way in which we
design new services and deploy new technologies must improve the Welsh language
user experience and empower people to use Welsh more often when dealing with
us.

3.4.5 Compliance, Continuity and Preservation

The amended European Directive on the Re-use of Public Sector Information
2013/37/EU requires the Welsh Government to make the digital information we
produce available for re-use and recommends that data/information is available to
people in digital format. This involves:

» the ready identification of documents that are available for re-use

» the availability of public sector documents for re-use at marginal cost

» clarity of any charges to be made for re-use

» processing of applications for re-use in a timely, open and transparent manner
» application of fair, consistent and non-discriminatory processes

« transparency of terms, conditions and licences

» establishment of a quick and easily accessible complaints process

Digital continuity and continued access to our digital information is vital for us as
Government. As a Public Records body we have a legal obligation to ensure we
have continued access to our digital information in the future. There are a range of
activities we should be doing to achieve this including using agreed file formats,
having a consistent way of transferring digital information into storage and
maintaining its continued accessibility.

3.4.6 Economic benefits

e Direct benefits through smarter procurement

27 |aith fyw: iaith byw, p.46
%8 |aith fyw: iaith byw, p.47
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Digital technologies offer opportunities for innovative, smarter approaches to
procurement and make it easier for smaller firms to access procurement
opportunities.

The use of digital procurement tools across the Welsh public sector has helped
generate significant process efficiencies, cash savings and sustainability benefits.
Simplified, standardised processes have made procurement more straightforward for
both the public sector and the suppliers with whom they trade, leading to faster
processes, reduced payment times and administrative savings. Over the last five
years the measured benefits of our eProcurement programme were efficiency
savings of £84million and savings of 187 tonnes of CO2; 3,120 trees and 57,627
reams of paper by moving to ‘paperless’ processes.

The Welsh Government’s own online Supplier Qualification Information Database
(SQuID) simplifies part of the procurement process saving suppliers time and cost in
bidding for public sector work. It has given smaller, more local businesses better
access to contract opportunities and Welsh contractors are now winning 75% of all
major contracts and framework awards placed via www.Sell2Wales.gov.uk -up from
around 30% prior to its introduction.

All major public bodies in Wales use the online sell2wales portal to advertise contract
opportunities, meaning that suppliers have one source of information to search in
order to bid for public contracts. Visibility of lower value contracts is of paramount
importance to smaller, more local suppliers and the number of sub-OJEU contract
opportunities advertised via sell2wales stands at 81% of all contracts advertised
during 2013-14.

Building social clauses into public sector contracts as part of our Community Benefits
policy is also having a positive impact on the Welsh economy. Community Benefits
(across 80 projects) are valued in excess of £4.2billion — much of which has been re-
invested in Wales through salaries and spend with Wales-based businesses.

¢ Indirect benefits through making public sector data more accessible

We can also help boost the Welsh economy by working to increase the economic
impact of our published information and by releasing new information to expand the
market. Research commissioned by the UK Government as part of the Shakespeare
Review would suggest that there are benefits for Wales from open data.?

“Knowledge is a source of competitive advantage in the ‘information
economy’, and for this reason alone it is economically important that public
information is widely diffused.”*

2 hitps://www.gov.uk/government/publications/shakespeare-review-of-public-sector-information
%0 Review of Recent Studies on Public Sector Information Re-Use and Related Market Developments,
G. Vickery, 2011, p.3
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Welsh Government: save
money, more effective policy
and delivery, and a more
skilled workforce

Customers: Economy: boost to
convenient and easy to Welsh economy and
use services lower cost to taxpayers

Figure 5: The main beneficiaries of this Plan

4. Where we are now

As explained earlier, Annexes 1 and 2 are a pictorial representation of the current
status of the Welsh Government’s digital services. Annex 1 categorises our
transactional services according to the nine types of customer interaction with
government. The inner ring contains those services that we already provide digitally,
while the outer ring includes non-digital services which have the potential to use
digital to improve their delivery.

Annex 2 shows the breadth of websites currently being used to deliver Welsh
Government information. It indicates that we have a number of websites, platforms,
infrastructures, content management systems, contracts and people supporting a
disjointed plethora of information provision. All of these have involved procurements,
delivery projects, and support contracts. A major programme of work is starting to
better understand the real whole life costs associated with the way we deliver our
information digitally with a view to rationalising and streamlining our approach to
achieve savings and to improve the journey for our customers.

The annexes have informed our self-assessment against the European Digital
Capability Framework, which puts us at Level 2 (see Section 3.3). This Section
explains in more detail the reasons for this result and the actions described in
Section 6 are designed to move us to Level 3.
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4.1 Capability
4.1.1 Leadership

There is currently no individual with responsibility for keeping Welsh Government
Board members up to speed with global digital developments, or for translating how
these can help us improve the way we deliver our services. The Prime Minister has
publicly stated that such advice to UK Government Ministers has “helped establish a
digital culture at the heart of government. That culture is, in turn, transforming how
government works and stimulating a new digital economy, improving millions of lives
every day.”"

There is also no recognised and empowered leader to drive digital across WG.
Instead we have a federated and dispersed approach to how we deliver digital
services, and the IT systems which support them. DGs decide on a case-by-case
basis according to their individual priorities — rather than on the overall priorities of
the Welsh Government.

We need an empowered, recognised and strong Digital Leader (DL) to fill this gap
and be a strong advocate for digital transformation, across and within DG areas.
The DL would set our strategic digital goals and use digital to deliver business and
culture improvements across WG. They would also act as Head of Profession for
digital to develop and embed digital skills across all the Professions in WG. The DL
needs to be supported by a similarly empowered network of Leaders to lead digital
transformation in their respective DG areas.

The UK Government recognises the DL function as being central to successful digital
transformation® and many UK Government departments have recruited Digital
Leaders to lead their digital transformation programmes.>® The job description for
DLs* designates their main responsibilities as leadership on digital, deliver excellent
digital services, and implement significant business and cultural changes across
organisations. Culture change is fundamental: improving how we produce digital
services is more about cultural and behavioural change than IT.

Actions to improve Leadership:

1. Nominate/appoint an independent senior industry advisor to provide
inspiration, experience, scrutiny and challenge on digital transformation to Board
members

2. Nominate/appoint a Welsh Government Digital Leader (DL) who is
empowered to lead and champion digital transformation, implement this Plan
and act as Head of Profession

3. Establish a small Centre of Excellence (CoE) to support 2) above

= — =T

chief-d’iqital-and-li-nfc,)rm;tion-officer
** Digital Leader Job Description (UK Government):
https://www.gov.uk/service-manual/the-team/recruitment/CDO-applicant-pack-SM.odt
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4. Assign a Digital Leader in each DG area to be responsible for the effective
delivery and championing of digital in their department

5. Align individual existing work in each DG area to this Plan (eg Business Plans,
ICT Investment Plans and existing ‘in flight’ digital delivery projects)

4.1.2 Legislation and policy-making

Policy making is a major part of Welsh Government business. However, we do not
consistently think digitally when we develop or deliver policy. We make policies and
legislation and then try to retrofit digital into them. In doing so we create our own
barriers to digital transformation, for example by requiring hard-copy signatures on
documents in cases where legally admissible electronic signatures would suffice, or
not thinking through what information we already hold on our customers and how we
might use that better to deliver a policy objective. The opportunities created by
digital are not systematically considered as part of business planning and, again,
tend to be added as a bolt-on.

Our use of digital in policy-making is often limited to publishing PDFs on
wales.gov.uk and, in some cases, accepting responses via an online form. We do
not exploit the potential of digital to capture and engage with the issues that people
are discussing, which may not be the same issues that we are addressing in our
policy work.

There is significant potential to do better. Digitally proficient policymakers will identify
potential digital-enabled service transformations that would have a major impact
across the Welsh public sector. As well as doing our own business better, Welsh
Government can lead digital service reform throughout all our policy areas.

Actions to improve Legislation and policy-making:

6. As part of capability improvement, understand our existing digital skills and
capability, and identify resources to meet learning and development needs, and
integrate this within a refreshed policy learning and development curriculum

7. As major policy initiatives emerge, ensure that digital service options are
effectively considered, e.g. taking forward Welsh Government’s response to the
Commission on Public Service governance and delivery review

4.1.3 Sourcing

We currently spend around £90million per annum on ICT, including around
£40million through our Merlin contract. £12million of the total spend relates to core
ICT services such as desktop and telephony, with the remaining £78million being
spent on non-core ICT projects, including digital transformation projects.
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Historically we have adopted a strategy of out-sourcing our digital delivery, relying on
a couple of large companies for the majority of our work. This has had mixed
success, with some good examples of value for money being achieved but many
more where our ability to act as a challenging and informed client has been have not
been as good as we could be. From a Welsh language perspective, outsourcing can
result in us working with companies that have limited experience of working
bilingually.

Furthermore, our category management has been more focused on ICT rather than
digital and also we do not have a designated source of expertise to help us navigate
around the various commercial or framework contracts, the products or services
available to us to deliver digital projects. This in turn leads to confusion about the
best value route to delivery and also minimises our ability to aggregate requirements
together to generate better deals. We need a designated Category Management
function for digital to understand the frameworks, contracts, and services that are
available to us and help digital delivery teams navigate their way through these in the
most effective way.

The best practice model emerging from the Government Digital Service suggests a
lot more in-sourcing digital delivery alongside increasing the level of digital skills
within government to improve our ability to better use the commercial marketplace.
Delivering more in-house, rather than always relying on the market, has allowed the
UK Government to be more agile, innovative and cost-effective. This in-sourcing
approach also creates a virtuous circle for the skills and overall capabilities of the
organisation.

Actions to improve Sourcing:

8. Identify/appoint a Category Manager for digital to provide contractual advice
and procurement support in delivery of digital projects

4.1.4 Skills

We have some digital skills available within the Welsh Government but they are
dispersed, not readily visible, not generally accessible or across the full range of
specialisms we need. By digital skills we mean both technical skills such as
developers, architects, designers, web operations, business analysts, language
technologists, business IT skills, service and delivery managers, product managers
as well as the digital leadership skills associated with Digital Leaders, Chief Digital
Officers and digital policy and customer insight/performance skills.

We have some expertise in digital communications, publishing, marketing,
engagement, campaigns, project delivery including strategy alignment, business
analysis and project and process management. However we do not have a reliable
view of our digital skills base, either in terms of number and type of roles or how
mature we are as an organisation. Nor do we exploit the skills that we do have to the
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benefit of the whole organisation: skills are seen to belong to DG areas rather than to
Welsh Government as a whole.

Our Capability Plan (October 2013) identified digital as one of nine high-value skills
that are crucial to the future success of our organisation. That Plan committed us to
better understanding our current digital capability and gaps, and to developing
learning that addresses our digital training needs. It is not anticipated that a huge
programme of learning be developed on digital, but that is instead that all staff to
develop a basic awareness of digital and the opportunities it offers. A smaller
number will need more specialist and practical/operational knowledge of digital, while
it is envisaged that an even smaller proportion will need expert skills such as
developer and architect skills.

Work is already underway to develop learning on a range of core professions and
digital needs to be embedded across these.

Expert:
ability to
redesign and
continuously
improve services

Working: abilityto lead
digitalchange, drive
innovation and identify
and improve outcomes

Awareness: basic understandingof the
opportunitiesthat digital brings to your
role and the skills needed to exploit them

Figure 6: The different skills levels required to deliver this Plan

Actions to improve Skills:

9. Embed digital into our skills and capability planning and delivery

4.2 Delivery
4.2.1 Information services

Information services cover the publishing of information to help our customers
engage with us. Wales.gov.uk / Cymru.gov.uk is our primary information service with
3.8 miillion visits in 2013. It is a hugely important asset since most people would use
the internet to find out about us and around one in five people in Wales has used the
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site.>® *° It sits on our corporate publishing platform along with around 30 other sites,
such as Wales The True Taste and Change4Life Wales.

We also provide a business support service via business.wales.gov.uk that contains
information about starting and running a successful business, including general
business advice, how to tender for government contracts and international trade
support. Business.wales.gov.uk attracted 350,000 visits in 2013 and was re-
launched in April 2014 with much improved functionality, navigation and content.
Visitwales.com provides the world with information about holidays and things to do in
Wales and it was accessed by 2.4million people in 2013. The Welsh Government’s
Stats Wales site provides a range of statistical information about Wales and this
attracts thousands of customers each month.

There are around a further 100 websites that we maintain or fund that are managed
on different platforms and content management systems, according to different
contract terms and conditions. We also have at least 50 social media accounts but
most of them are not being used to engage with the public; they are primarily used
as another broadcast channel.

Digital channel choices are made locally by DG areas or even by teams within them.
This has had an impact on operational efficiency as sub-channels have multiplied
and new channels have been deployed without reusing existing infrastructure, code
or people. In practice this means that our customers can only access a small
percentage of our information and services from one place and often need to move
between websites, potentially using different log-in mechanisms, when they engage
with us. This is confusing and frustrating and not acceptable in a world where people
expect to move easily from one place to another online. With so many access
channels provided across all services and DG areas, we need to focus our efforts on
those channels that have strategic importance for engaging customers and reduce
the number of those that don't.

Customers expect a personalised service and for the companies and organisations
they deal with to know who they are, what they’ve signed up for and what they don’t
want. We have not adopted a Welsh Government-wide approach to the way our
customers register for our services (or for how we authenticate them), nor for how
we store their details in a way we can usefully retrieve them. We are not able to
provide this level of service.

There is no one central place that can deliver digital components which are common
to all digital projects which results in the creation of multiple, differing components
delivering similar (but not identical) services to our customers.

Actions to improve Information services:

10. Continue with the work to improve, standardise and rationalise our information
services

% perceptions of wales.gov.uk (Beaufort Research 2011), p.8. 54% would use the internet, compared
to 10% phone and 6% visit a Welsh Government office.
% Perceptions of wales.gov.uk (Beaufort Research 2011), p.18
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4.2.2 Transactional services

Transactional services involve an exchange of information, money, licences, goods
or services and result in a change in the records held by government. We provide a
relatively small number of them. One of the most high profile, WEFO Online,
significantly enhanced Wales’s reputation in Europe as we were the first to develop a
fully functional online funds processing system. Another high profile digital service is
in development that will enable farmers to submit, manage and receive payment for
EU farming subsidy applications.

There are also transactional information services in operation between the public
services in Wales. Exchanges of data at an aggregate and individual level are a
necessary part of the delivery and the effective performance management of many
public services. Examples include the National Statistics produced on topics such as
road accidents, social services and school performance. All of these use online
services for the exchange of the detailed information.

However, over a number of years, DG areas, and sometimes even teams within
them, have each taken responsibility for scoping and developing their own digital
services. This means that our services have different user interfaces, infrastructure,
language choices and technology solutions. We also lack a consistent approach to
assisted digital, which is about supporting those who can’t use our digital services
independently. Each time a service is developed without giving consideration to
reusing the assets we already own, we miss an opportunity to maximise the return
on investments that we have already made. This approach has also helped to create
a confusing user experience of Welsh Government online and has restricted the
value that we are able to extract from the data we capture.

The Online Information and Services Programme (OISP) was created in 2011 to
improve this situation through better co-ordination of our digital services. For two
years the Programme worked with departments to understand their business
requirements and provided digital infrastructure to help them deliver their services.
The OISP established itself as the focal point of activity in the delivery of Welsh
Government online services which helped ensure successful delivery of a range of
online service projects and programmes, including Rural Payments Wales Online,
Jobs Growth Wales and WEFO Online. However, the ultimate success of the
Programme was limited by the absence of a mandate to lead truly digital
transformational improvements across the organisation.

Actions to improve our Transactional services:

11. Develop criteria for determining which services should be prioritised for digital
transformation, including ensuring that appropriate assisted digital provision is built
into delivery

12. Baseline and then maintain a register of our transactional services (cost per
transaction, user satisfaction, completion rate and digital take-up)
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Actions common to Information and Transactional Services:

13. Implement a Digital Service Standard and Guidance Manual, based on the UK
GDS Manual, to support all staff involved in policy development and delivery of
digital projects

14. Formally adopt the new UK Government approach to identity assurance and
develop an implementation plan for existing and planned Welsh Government digital
services

15. Determine the core common digital components required across WG and
establish a ‘pay as you use” delivery capability for these

16. Seek to develop an information architecture for our online digital services

4.2.3 Data and transparency services

People have a right to know how we are managing and spending public money, and
we have a specific policy commitment to deliver greater transparency and
accountability for our public services. Digital has a significant role to play in providing
a clear explanation of public service performance measures and giving access to
open and reusable data for others to scrutinise in detail.

In the last year, new digital transparency services have been made available for
education, health and Programme for Government outcomes. Together with the
long-standing Stats\Wales website, over 20,000 people each month are finding out
about the performance of their local schools, hospitals and other services. We also
see the open data resources behind these services being harnessed by the wider
mainstream media to deliver ‘added value’ information resources.

Transparency services are critical to the future of Welsh public services and will
benefit from the improvements in digital leadership and capability.

In addition to these public-facing transparency services, we see significant potential
for digital ways of working in improving the transparency and connectivity between
public sector organisations and in harnessing our digital resources for research into
service improvements. We have committed to working in partnership with the
research community to take forward Wales’ participation in the Administrative Data
Research Network.>’

¥ Through the careful analysis and linking of secure, anonymised records from across our public
services we will support the Administrative Data Research Centre for Wales (a collaboration between
researchers in Swansea and Cardiff universities) to generate fresh insights into the performance and
effectiveness of our public services.
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Actions to improve Data and transparency services:

17. Develop and implement a co-ordinated approach for making available our key
information assets to help drive economic growth

4.2.4 Performance and insight

We do not have a consistent approach to collecting service performance data. The
key performance indicators for digital services are cost per transaction, user
satisfaction, completion rate and digital take-up.*® Without this data we cannot act
confidently to improve our services: any changes will be based on intuition rather
than data.

We need to collect, use and publish this data regularly and consistently in order to
improve our digital services and transparency, and to demonstrate value for money
to our customers. The UK Government publishes the performance dashboards of a
growing number of its services, along with activity on GOV.UK.* Its Transactions
Explorer allows everyone to see the transactional services provided by each
department, along with the number of transactions per year, the digital take-up and
the cost of each service.*

Furthermore, we can improve how we understand the long term impact of digital in
how we make and deliver policy if we embed it in our research and evaluation
programmes from the outset.

Actions to improve Performance and insight:

18. Develop and agree a common set of digital service metrics for
publication, based on the UK Government approach

19. Evidence and evaluate digital as part of DG Evidence Plans
20. Regularly publish progress on the delivery of this Plan including

lessons from across departments and wider afield in the effective use of
digital to improve policy design and impact

% Defined in the UK Government Digital Service Manual:
https://www.gov.uk/service-manual/measurement

% UK Government Performance Platform: https://www.gov.uk/performance

“0 UK Government Transactions Explorer: https://www.gov.uk/performance/transactions-explorer
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5. Blueprint for achieving our vision

From

To

Leadership challenge

Senior leadership

Digital having little visibility at senior
levels in the organisation

A Board and SCS that understands
digital and inspires and encourages
staff to exploit it

Making a commitment to
increase personal digital
understanding and to promote
awareness within DG

Good services

Maintaining around 150 sites and 50
social media accounts, giving little
thought to the customer’s overall
experience of Welsh Government online

A smaller, coherent digital estate
that has the customer at its heart
and delivers value for money for us
as a business

Taking tough decisions on
rationalising Welsh
Government’s presence — exiting
from older brands and sites

Delivering digital projects in an ad hoc
way, creating an inconsistent customer
experience — including in Welsh

A standardised approach to digital
projects that enhances the customer
experience of Welsh Government

Mandating compliance with an
agreed best practice approach to
digital delivery

Relying on a couple of large companies
and letting expensive, inflexible contracts

A framework that makes it easier to
work with Welsh SMEs in a more
agile way

Including digital and ICT
sourcing and spend as part of
performance management

Po|icy Having a patchy record in using digital Processes that are more engaging to | Accepting the risks that come
tools and techniques to aid our more people, producing more robust | with opening up the policy-
legislation and policy-making processes | legislation and policies making process

Continuous Lacking a comprehensive approach to An organisation that values data and | Understanding the value of data

improvement coII_ecting se_rvice performance (_jata and @nformatipn, and uses it wisely to and how to exploit it
acting upon it (cost per transaction, user | improve its performance
satisfaction, completion rate and digital
take-up)

Skills Identifying digital as a high-value skill A workforce that understands and Emphasising the importance of

embraces the potential of digital as
part of its business delivery

the digital skills for every
member of staff
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6. Actions

The actions described below are designed to address the key issues identified above, namely:

e A digital leadership model that does not consistently promote corporate behaviour

e A blind spot with regard to what digital skills we have and will need — and how we’ll develop
them

e An organisational culture that does not consistently recognise how digital might be used to
improve performance

e A disjointed model of digital service delivery that leads to poor value for money and a
confusing and unsatisfactory user experience of Welsh Government online

The actions fall into two categories:

1. Capability: intended to improve our overall digital skills and digital leadership, embedding
digital into the way we think and act, in particular in our policy-making and improving our
procurement approach when we buy or make digital services.

2. Delivery: intended to put the customer, and not our internal structures, at the heart of our

service delivery, to make our services more efficient and to make us look and feel like a
modern government who communicates and engages with people in ways that suit them.

: Legislati d : ;
- Leadership S Sourcing Skills
policy-making

Data and

Information Transactional Performance
; ) transparency =
services services ot and insight
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Action Category | Who Year1 | Year2 | Year 3 | New or
existing
resource

Nominate/appoint an independent senior industry The Board New but part-

advisor to provide inspiration, experience, scrutiny X time function

and challenge on digital transformation to Board

members

Nominate/appoint a Welsh Government Digital The Board Could be

Leader (DL) who is empowered to lead and achieved

champion digital transformation, implement this X through

Plan and act as Head of Profession realignment of

existing
resources

Establish a small Centre of Excellence (CoE) to Digital Leader Could be

support 2) above. > achieved

= X through

2 realignment of
% existing

(& resources

Assign a Digital Leader in each DG to be Digital Leader Existing. This

responsible for the effective delivery and X is a function

championing of digital in their DG not a post.

Align individual existing work in each DG to this DG Digital Leaders Existing. See

Plan (e.g. Business Plans, ICT Investment Plans X above.

and existing ‘in flight’ digital delivery projects)

As part of capability improvement, understand our Heads of Profession New

existing digital skills and capability, and identify for Policy and

resources to meet learning and development Legislation and X

needs, and integrate this within a refreshed policy Digital CoE

learning and development curriculum
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7 | As major policy initiatives emerge, ensure that Digital CoE New
digital service options are effectively considered,
e.g. taking forward Welsh Government’s response
to the Commission on Public Service Governance
and Delivery review >
8 | Identify/appoint a Category Manager for Digital to = Corporate Could be
provide contractual advice and procurement o) Procurement achieved
support in delivery of digital projects g Service through
© realignment of
© existing
resources
9 | Embed digital into our skills and capability planning Corporate Learning New
and delivery and Development
and Digital CoE
10 | Continue with the work to improve, standardise and Director of Strategic Existing
rationalise the presentation of our information Communications
services and Digital CoE
11 | Develop criteria for determining which services Digital Leader New
should be prioritised for digital transformation,
including ensuring that appropriate assisted digital
provision is built into delivery
12 ] Baseline and then maintain a register of our > CoE New
transactional services (cost per transaction, user g
satisfaction, completion rate and digital take-up) %
(@]
13 | Implement a Digital Service Standard and Digital CoE New
Guidance Manual, based on the UK GDS Manual,
to support all staff involved in policy development
and delivery of digital projects
14 | Formally adopt the new UK Government approach Digital CoE New
to identity assurance and develop an
implementation plan for existing and planned
Welsh Government digital services
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15 | Determine the core common digital components Digital CoE and DG New
required across WG and establish a ‘pay as you DLs
use’ delivery capability for these
16 | Seek to develop an information architecture for our CoE and Head of New
online digital services Profession for
Knowledge and
Information
Management
17 | Develop and implement a co-ordinated approach Knowledge and New
for making available our key information assets to Analytical Services
help drive economic growth
5
18 | Develop and agree a common set of digital service E Digital CoE in New
metrics for publication, based on the UK o conjunction with
Government approach. e Social Research
19 | Evidence and evaluate digital as part of DG Digital CoE/ New
Evidence Plans Knowledge and
Analytical Services
and DG Digital
Leaders
20 | Regularly publish progress on the delivery of this Digital CoE New
Plan, including lessons from across departments
and wider afield in the effective use of digital to
improve policy design and impact
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Annex 1: Welsh Government Transactional Services

Transactional servicesinvolve an exchange of infarmation, maoney, licences, goods orservices and Key
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Annex 2: Welsh Government Information Services

WELSH GOVERNMENT
INFORMATIONAL SERVICES
(DIGITAL)

Informational services coverthe publishingof information to help citizens and businessesintheir

engagement with Wwelsh Government.

NOTES:

1 It’s notcomplets — it's based on remegrch conducted by tha Online Information and Sarvice= Progmmme: thare has not be=n 2
comprehens ve eeercEe to undestand what digita| informational serices we provide and at what vo lume.

2. It represents justasmall mrt of our customers’ d gital experience of the public sector online [UKGowernment, bcal councik, =tc].

3 The sicmaf the circl= represents the number of unique wisitars to mach websit= in 2013 and & indicathes anly.

4, The distribution of websites par DG & indicatis only.
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