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01. Executive Summary

1.1 Highlights of the Study

1. Analysis of the Current State

* In July 2022, the Digital Government
Authority (DGA) launched the Whole-Of-
Government Program to strengthen
platform  governance which was
supported by a set of regulations
embedded within the Digital
Government regulatory framework.

* Platform governance includes the
merge of existing platforms and the
governance of new platforms creation
and aims to reducing the government
platforms and websites by 50% through
mergers or rebuilding processes.

* As of September 2023, the number of
existing platforms has been reduced by
21% (177 platforms compared to the
baseline of 817 platforms) through
mergers or deletions, and 187
registration applications have been
rejected (total of 696 platforms New
platform application).

* The study showed that the governance
of the creation of new platforms will
achieve an estimated savings of SAR 798
million SAR over the next 10 years (by
rejecting applications to create 187 new
platforms).

Clarifying governance and defining
responsibilities.

%

2. benchmark

The benchmark included 3 similar
international experiences were examined:

In Australia, in 2019, the NSW Government
launched the Unified Customer Experience
Program (OneCx) to integrate government
platforms, enabling the integration of 65
platforms and the launch of the Unified
Government Services Platform (OneCx).

In UK, the Government's Efficiency and
Reform Program launched in 2010
enabling a reduction of platforms by (77%)
and saved $102 million within 4 years.

In USA, the government spending
reduction program “To Cut Waste” helped
reduce the number of government
websites by 25% and save $3 billion in the
IT sector.

the roles and

(post-merger)

Issuing regulations and tools supporting the merger or deletion decisions.

Adopting a unified platform inclusive of all services and designed according
to the beneficiary's life journeys.

Promoting the development and availability of shared resources and tools
to facilitate designing the digital services.

Accelerating the implementation of the Life Journey Program within the
design of digital services to improve the user Experience (UX).

Regulatory Study Impact of Platforms Governance Regulations on the Government Expenditure Efficiency
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02. Introduction

The Digital Government Authority (DGA) aims to keep pace with current and future
requirements, contributing significantly to enhancing digital performance within government
entities and improving the quality of services provided, in line with the Kingdom's ambitious
Vision 2030 and with the strategic directions of DGA which emphasize the importance of

providing an effective and flexible regulatory environment that adapts to future changes.

As DGA is the competent authority for all matters related to Digital Government and the
national reference for its affairs and based on its mandate to regulate digital government
operations and achieve integration among all government entities, and as stipulated in Article
4 of its mandate, DGA is entrusted with "Regulating digital government operations, platforms,
websites, and digital government services, and enforcing them to relevant entities" as well as
"Optimizing the costs of digital government services", and reference to Circular No. 1/42/5589
issued on 7/11/1442 AH, requiring prior approval from DGA to establish or launch any platform,
DGA developed this study on "Impact of Platforms Governance Regulations on the

Government Expenditure Efficiency".

This study aims to measure the impact of regulations issued by the Authority, which seek to
evaluate both existing and new digital platforms. It concludes with an analysis of the role of
these regulations in achieving the objectives of the “Integrated Government Program”
launched by the Authority in July 2022, which aims to enhance government operational
efficiency, unify the beneficiary experience, and play a critical role in optimizing government

spending and identifying enablers to sustain its impact.

DGA-2-1-02
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03. Study of Current State

3.1 General Framework of the Study: Existing Challenges

Prior to the issuance of digital platform
governance regulations, government
agencies in Saudi Arabia developed
various digital platforms and services,
This contributed to improving the
efficiency of government services and
enhancing the user experience, in
addition to establishing a modern
technological environment that
accelerated the adoption of digital
solutions and technological
innovations. It also supported digital
transformation and innovation,
increased investment returns, and
boosted the value of the national
economy.

Statistics from the year 2022 show an
increase in the number of government
digital services and platforms, as

illustrated in the Figure 7.

Number of digital
services and
platforms

Gowv. Digital
Platform Service

Channel

On the other hand, the increase in digital
services and platforms, along with the lack
of coordination among government
agencies, has led to the emergence of
multiple challenges at various levels.
These include duplication of digital
platform content, redundancy in services
and digital platforms, lack of consistency
and integration in the user experience, and
increased government spending, as

detailed below.

fjg» Duplicate content on digital platforms
Va4

The availability of the content on more than one
platform would cause duplication of the content
with a high potential of contradiction.

_ Duplication of Digital Services and Platforms

Several websites and platforms that have same
purpose or provide similar services may cause
confusion to the beneficiary.

Inconsistent and Incoherent Experience

The existence of several difficulties for
beneficiaries while accessing the service may
reduce their satisfaction rate or prevent them to
get the services the need.

ﬁ High Government Expenditure

The increased spending on platforms and services
with no clear direction to use shared resources,
which may cause a waste of government
resources that could have been avoided.



03. Study of Current State
3.1 General Framework of the Study: Tasks of the Authority related to the
subject of study

In 2021, the Digital Government Authority was established
pursuant to council of ministers Decision No. (418), dated
25/07/1442 AH, as shown in Figure 2.

Among the responsibilities assigned to it, as outlined in its

mandate and relevant to the subject of this study, are:

* “Regulating digital government activities,

platforms, websites, and government services,

and standardizing them across government
_" Council of Ministers’ Resolution No. (418)
agencies”, dated 1442/07/25 AH

0 . - o Figure 2: The decision to establish DGA
» “Rationalizing the costs of digital government

services.”

Tasks and Mandates of the authority and intersections with the study topic as shown in Figure 3.

Regulating the work of

Proposing draftilaws, DeveloP{ng and the‘di.gitalgovernment,
Approving policies, and proposing . Supervising the eIl govern‘ment
[, amendments to the |mplen?entat|c.>n'of the platforms, wepsnes apd
Applicablelaws National Digital services, and circulating
’ Government Strategy. them to the relevant
authorities.

m m Measuring the m

performance and

Setting technical capabilities of the

standards for digital

Deyglogmg stand‘ar‘d transformation models gove'rnment' agenaes Governance of digital
specifications for digital and following up on in the digital government cloud
government products. qup government field and business.

adhering to these

models. beneficiary satisfaction,

and following up on
their compliance.

CemTleiiiie o Meifensl Providing consultations

Providing support to Rationalizing the costs capacity building, and .
- g o) and services, and
adopt and enable of digital government participating in . .
- . A . conducting studies and
modern technologies. services. designing educational research
and training programs. ’
Tasks directly related to the subject of the study Tasks indirectly related to the subject of the study

Figure 3: Tasks and Mandates of the Authority
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03. Study of Current State

3.1 General Framework of the Study: Strategic Directions of the Digital
Government

The Authority has adopted the strategic directions of the digital government, as illustrated in
Figure 4, which supports the concept Whole-of-Government concept and governance of

platfo

-

)

Vision 2030

Ambitious
Nation

;/\

rms.

Level 1 Effectiveness
5.2 Improving the performance of government . . o
Level 2 P 9 I;pparatus 9 5.3 Engaging effectively with citizens
532 5.3.3 Ensuring
Level 3 R 524 20 Im.provmg 5.3.1 Promoting Strengthenlpg the
the quality of . communication government
Development . transparency in . o,
performance of services channels with agencies
of e- . all government e
government provided to citizens & response to
. government . sectors .
agencies citizens business customer
community feedback

To achieve seamless and integrated digital government services by
leveraging the value of technologies and placing beneficiaries at the heart of the delivery

G2C

Satisfied
Citizen

~

5 Enhancing the Government

G2B

Enabled
Business

G2G

Effective

Government

A pioneering Digital Government
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Investment
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/

Figure 4. The Strategic Directions for Digital Government
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03. Study of Current State
3.1 General Framework of the Study: Whole-of-Government concept
Program and its Objectives

Program Objectives:

Towards implementing the  strategic

01. “Raising the percentage of

directions, the Authority launched the Whole- .C.OM unified interface designs for
Of-Government Program in July 2022 to raise i digital platforms and websites
to 80%".

the efficiency of government work and to
unify the beneficiary experience. The

program represents an important step toward 02. “Raising the percentage of

achieving the Kingdom’s Vision 2030 in &.& operational costs (OpEX) through
framework agreements to 70%.”

digital transformation as it contributes to
establishing a connected, efficient digital

government with a unified and exceptional . 03."Raising the use percentage of
— theshared services for digital

== government products, portal to
launching unified national platforms and 75%".

user experience. It is fundamentally based on {

supporting data exchange among

overnment agencies.
J J 04. "Reducing the number of

For 2025, the program aims to achieve 4 main ”h 1 government digital platforms
objectives: "™ 3nd websites by 50%

General Framework of the Study: Elements of the Whole-Of-Government Program

The Whole-Of-Government Program consists of three interrelated components, as shown /n
Figure 5, with "Platform Governance" being the primary focus of this study.

Elements of
the Whole-
of-
Government
Program

Platforms
governance

* Integration of
existing platforms

* Governance of new
platforms created

Unified Design
System

Activation of

shared
technological
resources

Study Focus

Figure 5: Elements of the Government Program

DGA-2-1-02 | 11



03. Study of Current State
3.2 Role of Regulations in Achieving the Objectives of the Whole-Of-

Government Program:

Government Program

Regulations that support the Whole-Of-

The Whole-Of-Government Program is based on the regulatory aspect to achieve its

objectives and targets. The Digital Government Authority has issued a set of regulations and

is currently working on finalizing others within the Digital Government Regulatory

Framework. These regulations cover the components of the Whole-Of-Government Program

and serve as a foundational support for the program by organizing key aspects related to

electronic systems, shared government services, and the platforms used by government

agencies.

Elements of the Whole-
of-Government Program

Objectives of
the Whole-Of-
Government
Program

Related
regulations

The Unified Design System

v

“Raising the percentage of
unified interface designs for
digital platforms and websites
to 80%".

= Digital Government
Authority Circular on the
Unified Design System

=  Web Accessibility of
Government Websites
Guideline

=  Web Accessibility to Digital
Channels Content to Serve
People with Disabilities and
the Elderly Guideline

= Guideline of Digital Content
of Government Websites

Activation of shared
technological resources

v

"Raising the use percentage
of the shared services for
digital government products,
such as Nafath and payment
portal to 75%"

“Raising the percentage of
operational costs (OpEX)
through framework
agreements to 70%.”

= Controls for the use of
information and
communication
technologies in government
agencies (Decision 555).

= Policy of the Whole-Of-
Government Platforms

= Controls of the Whole-Of-
Government Platforms

//'

g

Platforms governance

"Reducing the number of
government digital platforms
and websites by 50% through
mergers or rebuilding”

./ Integrationof
Governance of new ”/ existing platforms
\  platforms created /| (deletion or
‘ N merger) %
v

* Digital Government
Authority Circular No.
1/42/5589 to obtain prior
approval from DGA
before creating or
launching any platform.

» Digital Transformation
Essential Standards.

* Controls for registration
and management of
government domains and
platforms

Supporting regulations

for the Study focus

|:| Study Focus

DGA-2-1-02
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03. Study of Current State

3.2 Role of Regulations in Achieving the Objectives of the Whole-Of-
Government Program: Regulations of platform governance

At the legislative level, the Digital Government Authority issued Circular No. 1/42/5589 in

July 2021 to all government entities and their affiliated or connected bodies. The circular

regulates the creation of new platforms by requiring prior approval from the Authority

before establishing or launching any new platform, whether directly by the entity or through

3 contracted company. This measure aims to build a regulatory environment for electronic

government services and to ensure integration among digital government services.

The circular covers:
* Mobile and smart device applications,
* Platforms and websites across all domains,

 Integration channels and digital services.

J0
9/0/0// @
a2/0/

i
/0000 / 10
/114 AAN /A _ﬁ

Objectives

\

Regulating the works Maximizing the
Integration of digital of digital utilization of existing
government services government assets and operating
. ol D products efficiency

Y }) Gove rn ment J0/ Contributing to

improve the

Improving
beneficiary

-

Alignment of
government

4 g 9 : o
Auth O rlty C | rc U la r / investment e agencies' work

environment for the
private sector

7/4

[ |

approval from the W
authority before |
establishing or
launching any :
platform Mobile Apps

Platforms and websites

%

N

S 7KK

X

Regulatory Study Impact of Platforms Governance Regulations on the Government Expenditure Efficiency

ensuring quality

requiging prior J i — w0 4

%
%

N

[ [/ /RS

s

Q\

policies and
procedures

A Government sector:
=] .
Bl Government Agencies
: and its affiliates

\\

Private Sector:
__ Companies contracted
with the government
~ agencies to operate
platforms
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03. Study of Current State
3.2 Role of Regulations in Achieving the Objectives of the Whole-Of-
Government Program: Compliance Measurement Mechanism

The Digital Government Authority annually issues the Basic Standards for Digital
Transformation document, which supports the Digital Transformation Index “Qiyas”.
This document is one of the regulatory documents of the Digital Government
regulatory Framework.

It plays an active role in enabling a regulatory environment that supports sustainable
government digital transformation. Additionally, it helps enhance the capabilities of
government agencies and improve their performance and effectiveness, which in turn
contributes to accelerating the pace of digital transformation within the government.
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Figure 6. Basic Standards for Digital Transformation

Three criteria were included, as shown in Figure 6, in the second edition of the “Basic
Standards for Digital Transformation" document for 2023, aiming to measure the
commitment of government entities to platform governance regulations.

* A standard that records the compliance of the government agencies to the
Circulate stating on obtaining the prior approval from the Authority before
establishing or creating any platform through Register New Platform Service'

» A standard that measures the compliance of the government agencies to register
their existing platforms with the Digital Government Authority through Register
Existing Platform Service 2

* A standard that focuses on the development of the government agencies’ plan to
integrate their platforms

ol
Register New Platform Service “?.AS)" JQNJI @
Register Existing Platform Service Digital Transformation

DGA-2-1-02
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03. Study of Current State

3.2 Role of Regulations in Achieving the Objectives of the Whole-Of-
Government Program: Compliance Measurement Mechanism

In the 2024 version, the standards related to the
governance of digital government platforms

were updated as shown in Figure 7 follows:

* The card related to the inventory of existing
platforms for government agencies and the
card related to obtaining the Authority’s
approval before launching a new platform

have been merged into one card (5.13.8).

* The card related to preparing the merger plan
has been enriched with new requirements
related to following up on merger work and
others related to domain governance and
closing domains that are no longer needed

(5.13.9).

Digital Transformation

Measurement 2022
Standard Partial @mrfm Non- Non-
Number  Compliance P Compliant Applicable
410.2 0 205 1 9 215
4103 0 167 I 0 48 215

Digital Transformation

Measurement 2023
Standard Partial @rnfm Non- Non-
Number  Compliance P Compliant  Applicable
5.13.8 0 201 0 16 217
5139 0 134 0 83 217

Figure 8: Results of Digital Transformation Measurement for the Years

2022 and 2023 and Compliance Rate
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Figure 7: Standards Related to Governance of Government Platforms

Each year, the Digital Government
Authority issues a report presenting the
results of government  agencies
participating in and covered by the Digital
Transformation  Measurement  Index
“Qiyas”, in implementation of Cabinet

Decision No. (418) dated 25/07/1442 AH.

The purpose of the measurement is to
monitor the compliance of government
agencies to the decisions and directives
digital
transactions, in accordance with the

related to government
frameworks and standards established by
the Authority.

The measurement results for the years
2022 and 2023 indicate in Figure 8 that
most government agencies are fully
complied with the platform governance
standards applicable to them.

onbs
o8]l Jgaill @

Digital Transformation
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The Authority is working to institutionalize the measurement of the impact of
digital government regulations. Impact assessment/ measurement can be defined

au

as

* The impact study is a regulatory requirement according to the Council of
Ministers’ Decision No. 713 dated 30/11/1437 AH (which was amended by Council
of Ministers’ Resolution No. 200 dated 04/04/1443 AH), and it is recommended
to also conduct it for regulations, whenever necessary and to delve into it

according to the nature of the subject.

* Impact measurement can be applied at any stage of the life cycle of legislation
or regulation, and measurement can be ex-ante or ex-post, i.e. after a specific

period has passed since the legislation or regulation came into effect.



03. Study of Current State
3.3 Expected impact

Digital Platform Governance constitutes the third pillar of the Whole-Of-Government
Program and aims to ensure compliance, integration, and quality in the development and
operation of government digital platforms.

Governance involves establishing regulatory frameworks and standards that enhance the
efficiency of digital services, protect user rights, and ensure optimal use of technological
resources. It is divided into two main components, as shown in Figure 9.

» Governance of Existing Government Platforms: The Digital Government Authority assesses
the feasibility of maintaining existing government platforms registered in the Digital
Fabric System “Ragmi”, and explores opportunities to reduce their number through
merging or decommissioning, based on a set of standards and requirements.

* Governance of the Creation of New Platforms: The Authority launched a service for
registering new platforms in the Digital Fabric System “Ragmi” to evaluate government
entities' requests for creating new platforms—whether or not budget allocations have
already been made—and to make informed decisions on these requests.

The study included an analysis of the expected impact of platform governance, with a
particular focus on the governance of new platform creation.

ElmE

(==

Platforms
governance

o1 °© ® 02

. A Governance of the creation of new
Integration of existing platforms
platforms

It includes the governance of new
It includes the governance of platforms by studying the applications to
existing platforms through create platforms, whether or not
deletions and mergers appropriations have been allocated for

them in the agency's budget
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03. Study of Current State
3.3 Expected impact

3.3.1 Impact of governance of existing platforms (deletion or merger) - Governance
approach of existing platforms

The Digital Government Authority has adopted a unified methodology consisting of four key phases

to ensure consistency and alignment in the integration of platforms across sectors and government

entities, and to strengthen inter-agency collaboration. The process begins with coordinating and

aligning with relevant stakeholders to define an initial direction, and continues through to the

implementation and verification phase, ensuring the successful integration of the targeted platforms.

sa)qesanaq

(3) agnment ) (3)

Analysis | (3)

Planning

) (&) imptementation

Aligning with the
relevant authorities and
agreeing on the initial

direction of the
integration process and
the formation of the
work team.

Approval of the
compliance document,
which shall include the
following:

* leads in the sector

* Initial approach for

platforms
integration

e Joint work team
between the
Authority and the
sector lead

Analyzing the current
state and studying the
best international
practices to integrate
the platforms of the
agency and the sector
and adopt the strategic
and detailed direction
of the solution.

Approval of the
solution document,
which shall include the
following:

» Setting the current
state and strategic
direction

* lIdentifying the
platforms to be
integrated

*  Providing full
details of the
proposed solution

The implementation
plan 2 for integrating
the current platforms
of the agency and the
sector shall be
determined and
approved by the
agency'’s official and
His Excellency the
governor of the
authority.

Signing the agreement
between the agency's
senior official and HE
the Governor and this

agreement shall
include the following:
Proposed solution and
implementation plan
with its timeline

Verifying the
integration of the
targeted platforms and
suspending related
existing platforms by

testing the
implementation quality
and launching a joint
media campaign
between the Authority
and the owner.

Approving the quality
and completion report
by both the Owner and
the Authority, and this
report shall include the
following:

e Plan to launch the
unified platform and
close all current
targeted platforms

e Platform Test
Document

e Joint media and
campaign

At the conclusion of each phase, a set of deliverables is approved to document the work completed.
These include:

* Alignment Phase: A Consensus Document is prepared, outlining the initial direction for the
integration process, identifying the lead entity, and establishing the joint working team.

* Analysis Phase: A Solution Document is issued, which includes an analysis of the current state, the
strategic direction, the identification of platforms targeted for integration, and the technical details
of the proposed solution.

* Planning Phase: This phase concludes with the signing of an official agreement between the
relevant agencies. The agreement defines the implementation mechanism and the specific
integration timeline.

* Implementation Phase: A Quality and Completion Report is issued. It confirms the merging of the
targeted platforms, the decommissioning of legacy systems, the results of performance testing,
and includes a media and awareness campaign plan to support the success of the initiative.

DGA-2-1-02
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03. Study of Current State

3.3 Expected impact

3.3.1 Impact of governance of existing platforms (deletion or merger) - Impact of the
Authority's efforts in reducing the number of existing platforms

Platform governance has contributed to building a more integrated, efficient, and secure
government ecosystem, resulting in tangible benefits at the levels of public services, society,
and the economy. It has also supported progress toward a sustainable and advanced digital
future that aligns with National Digital Transformation Goals.

As a result of these efforts, by September 2023 shown in Figure 70, a total of 177 platforms

were merged or decommissioned, out of a total of 817 existing platforms.

299 Baseline
2021

2025 September 2023 July 2021

Figure 10: Number of Existing Platforms (2021 - 2025)

* Deletions of (inactive domains) and mergers contributed to
a 22% reduction in the number of platforms (177 platforms),
where the number of platforms decreased from 817
platforms in July 2021 to 640 in September 2023.

* Closing and merging 36% of existing platforms will help
achieve the Whole-Of-Government target of “reducing the
number of platforms by 50%.”
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03. Study of Current State
3.3 Expected impact

3.3.2 The impact of governance of the creation of new platforms - Launching a digital
service through Ragmi to request the approval of the Authority to create a platform,

website or application

Following the issuance of Circular No. (1/42/5589) in July 2021, the Digital Government

Authority launched the New Platform Registration Request service via the “Ragmi” platform,

as illustrated in Figure 71 This service enables government entities to register their digital

services within a unified national platform, with the aim of:

* Enhancing integration among government entities by providing a unified environment

for service delivery,

* Improving the quality of digital services by ensuring compliance with national

standards,

* Reducing operational costs by unifying the digital services infrastructure,

* Increasing user satisfaction by offering a seamless and interconnected digital

experience.
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Figure T1: Registration of a new platform through the "Ragami” platform

Launching the service of registering new platforms, where government agencies register the
following data about the platform to be established:

» Platform information: Its name, description, target groups and sectors.

* Scope of Work and Objectives
» Platform services

» Services delivery channels

1. New Platform Registration Service ; User Guide for Digital Textile Product

DGA-2-1-02
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https://dga.gov.sa/service-details?nid=309
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03. Study of Current State
3.3 Expected impact

3.3.2 Impact of the governance of the creation of new platforms - impact of the Authority's
efforts in relation to the governance of the launch of new platforms

The Authority processed 696 new platform registration requests received between July 2021
and September 2023.

Applications to register new platforms, distributed
by status (September 2023)

Financial impact

Avoided Cost

&
Savings
139
Applications Applications Applications Total
Approved Pended Rejected Applications

Figure 12: Applications to register new platforms, distributed by status

The Authority processed and responded to 696 applications to register a new platform
between July 2021 and September 2023, divided as follows:

* 187 requests were rejected for one of the following reasons:
* Duplication with the works of existing websites and platforms
* Absence of the need to create a new domain to provide the service
* Interference with the mandates of another government agency
* Similarity in platform names
» 370 applications accepted

* 139 pending applications, attaching guidance or recommendations to the relevant
government agency for amendment

Source: Business and Digital Transformation Sector

DGA-2-1-02
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03. Study of Current State
3.3 Expected impact

3.3.2 Impact of governance of creation of new platforms - Analysis of new platforms

establishment applications

The requests for new platform registrations that were rejected by the Authority were
analyzed based on their distribution over a three-year period as well as by sector. As
illustrated in Figure 73. This analysis provides deeper insight into the needs and maturity
levels of government agencies regarding the implementation of platform governance

regulations.

Quarterly distribution of rejected applications

Qtra Qtr3 Qtr2 Qtrl Qtr4 Qtr3 Qtr2 Qtr

2023 2022

v

Qtr4

Qtr3

2021

40
30
20
10

0
Qtr2

As illustrated in Figure 73, There is a relative decline in the demand of government agencies
to register new platforms in recent months, which can be explained relatively by the
improved understanding and compliance of government agencies with platform governance
regulations and the targets of the Whole-Of-Government Program.

Distribution of applications by sectors
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General Development
Transportation

Islamic Affairs

Energy, Oil and Gas
Commercial

Industrial

Media

Security and Military
Financial

Legislative and Justice

Real Estate and Construction

More than 45% of the total rejected applications for registration of new platforms came from
5 sectors (out of a total of 21 sectors), as shown in Figure 74, led by the following sectors:

Culture, education, communications and information technology.
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03. Study of Current State

3.3 Expected impact

3.3.2 Impact of the governance of the creation of new platforms - Approach for calculating
the financial impact resulting from the governance of the launch of new platforms

A 3-phase approach has been adopted to calculate the financial impact resulting from the
governance of the creation of new platforms.

1. Data Collection and Inventory

» The first phase involves preparing a unified database for new platform creation requests by

implementing the following steps:
* Preparing a matrix linking the metadata of data sources
* Merging data according to the metadata matrix

* Analyzing the database and removing duplicates

2. Classification of requests and breakdown of development costs

~
/

‘ Development and operational costs of the platforms ‘

The second phase involves classifying the requests based on the [infrestructure] | ITinfrastructure \
‘ Operating System

type of financial impact and developing a categorization of cost | Web Content Management System

‘ Enterprise Content Management System

types. This classification is derived from the outcomes of |

Database

‘ Business Process Management

reviewing relevant methodologies, research papers, and expert |

Business Intelligence (BI)

Project Management ‘

opinions. |

Portal or Website Development ‘

Implementation Mobile Application Development ‘

|
|
‘ Digital Services Development ‘
|

Dashboard Development ‘

‘ Support and Maintenance ‘

‘ Cloud Hosting Services ‘

3. Cost Calculation

The third phase involves estimating the capital and annual operational costs based to the

following steps:
» Establishing assumptions for cost estimation.

» Estimating the maximum and minimum capital and annual operational costs for each

platform.

» Estimating the total financial impact over a ten-year period

DGA-2-1-02 | 23



03. Study of Current State

3.3 Expected impact

3.3.2 Impact of the governance of the creation of new platforms - Approach for calculating
the financial impact resulting from the governance of the launch of new platforms

The financial impact of platform creation governance was analyzed over a 10-year period
(2023-2033) based on three scenarios, as shown Figure 75

* Maximum Scenario: Represents the highest possible financial impact, assuming
maximum cost savings due to governance measures,

» Conservative Scenario: Represents the lowest possible financial impact, reflecting
minimal savings under cautious assumptions,

« Moderate Scenario: Represents the average financial impact, calculated as the midpoint
between the maximum and conservative scenarios.

Estimates of financial impact (cumulative) during the period 2023-2033

SAR 1,400.00

SAR 1,200.00

:|'|_= Millions

SAR 1,000.00

SAR 800.00

SAR 600.00

SAR 400.00

268.33 241.98 SAR 200.00

216.16 19084

166.01

141.68

117.82

9443  o\n.
2033 2032 2031 2030 2029 2028 2027 2026 2025 2024 2023

=@=Maximum financial impact e=@== Minimum financial impact —@= Average finandal impact

Maximum Scenario: Impact Conservative scenario: Impact

Average financial impact

Financial Impact Financial Impact

~1246 MSAR ~798 MSAR ~350 MSAR
During the years 2023-2033 During the years 2023-2033 During the years 2023-2033

Figure 75: Cumulative Financial Impact Estimates for the Period 2023-2033
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04. Benchmark

4.1 Benchmarked countries

The objective of the benchmark is to draw on the experiences and practices of successful and
similar international entities in the field.

The following criteria were used to select the countries:
* The country’s ranking in digital government (leading nations),
* The country’s excellence in the specific subject of the study,
* Relevance and applicability of the experience to the Kingdom,
» Availability of key information sources through research or open data.

Based on these criteria, three leading countries with comparable and relevant experiences
were selected for the benchmark analysis.

K 3

1 =

Unite
Kingdom

|

The
United
States of
America

Australia 4

4.1 Benchmarked States: Benchmark dimensions

Four dimensions were identified for the Benchmark analysis, as illustrated in the below.

Sustainability enablers

( Motives and Objectives )
Compared states' motives for launching Whole-Of-Government Programs include the
. platform governance aspect. )
= ( Tools used )
Tools that have been used to implement the plan to be completed, and enforce the
. governance of government platforms. )
( N\
d Achieved impact
Sj Results achieved through the announced initiative.

Enablers used by benchmarked states to sustain and enhance results

DGA-2-1-02

27



04. Benchmark
4.1 Benchmarked countries: United Kingdom (1/4)

In UK, Program of Efficiency and Reform covering the governance of government digital
platforms was launched in 2010

The United Kingdom recorded a rise in government
(col expenditures and external borrowing, which necessitated rapid
Responsible . General Frame | intervention by the government to rationalize spending in
Party : Central Office of work of the several sectors, including the ICT sector, 1and accordingly the
Information Initiative government program of efficiency and reform was launched in

2010.

Drivers and Objectives?

After the publication of the report of the National Audit Office and in coordination with the Committee of

Public Accounts, the following challenges have been concluded:

High government expenditures on IT! > 10.4 billion US dollars 3
10
>_ ] The number of government websites .
— and platforms is not specified > +2500 websites

|
;@ﬁ HM Treasury | Cabinet Office
House of Commons

Committee of Public Accounts

Government on the

. f Digital:
Conclusions and Recommendations

In 2010, central government spent around £6.5 billion each year on ICT

1. | After ten years of dinated growth, the G does not know exactly goods and services. Some contracts stretched to bilions of pounds across
how many websites it operates, although it could be as many as 2,500. The Cabinet their lifetime and locked government into expensive commercial
ice and the Cenfral Office for [nformation are reducing the number of websites, arrangements. For example, even though the cost of data storage
beginning with the closure of 951 by 2011. To prevent a recurrence of the approximately halves every year, the Government had multi-year contracts,
proliferation of government wasilgs, 10 new ones should F)e cslablisl.'xed without the the cost of which was uprated each year in line with inflation. One
agreement of the Government’s Chief Information Officer in the Cabinet Office. department had a contract which required it to spend £30,000 to change a
o be priied 31 March 2008 word on its website.

services online 2008
3. The amount was converted from GBP to USD according to the average exchange rate in 2010 (1 GBP = 15458 USD)

28


https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/382552/Efficiency_and_reform_in_the_next_Parliament.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/382552/Efficiency_and_reform_in_the_next_Parliament.pdf
https://publications.parliament.uk/pa/cm200708/cmselect/cmpubacc/143/143.pdf
https://publications.parliament.uk/pa/cm200708/cmselect/cmpubacc/143/143.pdf
https://publications.parliament.uk/pa/cm200708/cmselect/cmpubacc/143/143.pdf
https://publications.parliament.uk/pa/cm200708/cmselect/cmpubacc/143/143.pdf

04. Benchmark

4.1 Benchmarked countries: United Kingdom (2/4)

UK has adopted several tools and steps that enabled it to govern the platforms and make
decisions on merging, deleting or excluding.

Approach for calculating the

operational cost of websites and

platforms, according to the
following categories!

/| Strategy and Planning

Design and Build

==| Content Provision

ﬁp Testing and Evaluation

Activating the procedures
and mechanisms for
requesting and studying

Hosting and Infrastructure

platforms?
@ Service Availability

Visitors Satisfaction

5 Supporting the government

17 agency's directions

Non-beneficial visitors

Implementation
steps 3

applications for launching

Standards and guidelines on the
quality of websites and

Guidelines for measuring the use
of digital websites?

Auditing requirements

—:| Measurement Standards

7 Design and Planning
standers

Websites analysis tools

~N

Activating the procedures for
closing and integrating the
government platforms and

. websites.
government websites.
4 \ 4
Calculating the total Measuring the quality level of
operational cost of existing government websites and
government websites and platforms, according to the
platforms according to the standards approved by the
approved approach Central Office of Information.
. J/ . J/

N

DGA-2-1-02
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https://webarchive.nationalarchives.gov.uk/ukgwa/20130413021131/http:/digitalstandards.cabinetoffice.gov.uk/measuring-website-costs/
https://webarchive.nationalarchives.gov.uk/ukgwa/20130413021131/http:/digitalstandards.cabinetoffice.gov.uk/measuring-website-costs/
https://webarchive.nationalarchives.gov.uk/ukgwa/20130413053932mp_/http:/digitalstandards.cabinetoffice.gov.uk/wp-content/uploads/2012/03/measuring-website-quality-v1-2.pdf
https://webarchive.nationalarchives.gov.uk/ukgwa/20130413053932mp_/http:/digitalstandards.cabinetoffice.gov.uk/wp-content/uploads/2012/03/measuring-website-quality-v1-2.pdf
https://data.parliament.uk/DepositedPapers/Files/DEP2011-2000/DEP2011-2000.pdf
https://data.parliament.uk/DepositedPapers/Files/DEP2011-2000/DEP2011-2000.pdf

04. Benchmark

4.1 Benchmarked countries: United Kingdom (3/4)

In 3 years, UK has reduced the cost of platforms by 60% and saved an estimated amount of

US $102 million.

UK has made a tangible impact on many levels, most notably the following:

1,526 platforms were closed by the end of 2011, equivalent to (77%) of the

Decreasing the number of platforms’

government agencies’ websites in the government center.

They are websites and platforms that mostly have independent domain names.

% Financial savings?

The total cost of government websites has been reduced by 60%, equivalent to

(102) million USD? (Comparison between 2009 and 2013).

Digital

In 2010 the Gowammen: estaolshec a central function, the Gavemnment
Digital Saevioz (GNS), ta leac a pragramme of digial transformaton and
supnert departmeants to build skils and improve delivery. This has resulted
i soma vastly batter and more madem sendces, nenefiting citzans wha
nclucke some of the maet vulnerabie in our socety. It has also unlccked
hundrecs af milons of pounds worth of savings.

The United Kingdam is becoming a dagital worid-leader. Over 1500
wansites have neen shut down and replacen with a single web presanos.
Ower 10 milicn peonks vist GOV.UK each week, and the site won a
coveted desion award'* i 2013, beating the Shard ard the Olymoic
Cauleron, The USA is drectly modeling its US Digial Serace (USDS) on
G0S and New Zezand has adopted GOV.UK sowrcs coce. Whie
mpraving the Govemment's digital oferng to tha publc, COV.UK nEs aso
raducad overal costs by G0 per osnt - savng 62 milicn in 2013-14
sgarst 4 2009-10 baseine.

RATIONALISING GOVERNMENT
WEBSITES
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aitzoot

——— — -
lv- vvl

1

R rting on Progr ntr vernment websites 2011

2.

3.

The amount was converted from GBP to USD according to the average exchange rate in 2010 (1 GBP = 1.6474 USD)
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https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/62661/reporting-on-website-progress-Oct2011.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/62661/reporting-on-website-progress-Oct2011.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/382552/Efficiency_and_reform_in_the_next_Parliament.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/382552/Efficiency_and_reform_in_the_next_Parliament.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/382552/Efficiency_and_reform_in_the_next_Parliament.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/382552/Efficiency_and_reform_in_the_next_Parliament.pdf

04. Benchmark
4.1 Benchmarked countries: United Kingdom (4/4)

To sustain the achieved impact, UK established GDS unit and developed the Unified Platform
for Government Services.

Sustainability enablers

Incorporation the Whole-Of- Government principles within the mandates of the Government
Digital Service (GDS)', a unit affiliated to the Office of the Council of Ministers, established in
2011 and supervised by the Executive Body for Public Expenditure (Efficiency and Reform))?,

and this unit has been assigned the following responsibilities:

Maintain a clear, Build common Use our unique Also maintain and

easy-to-navigate platforms to help position at the improve these

and welcoming departments make center of cross-government
front door to better digital government to join platforms and
government services the dots tools

Preparing to launch the unified platform for government services (GOV.UK), which will host
all information and services provided by government agencies, which will reduce the need
for separate government platforms 3

About us

Wie are here Lo ma<e dicilal govemnment simples, Cearer and
faster ‘or evaryonsa.

@
AT Responsibilities g}n avenl i el Saion GOV.UK
feris e The best place to find
|-_T-_-_-r_i__l_-__l ¢ maintin 3 clean casy ba nasigata anc aclcaming frant coarto gevammant government services
Prio b ¢ buile commer platlcoms babelo copartments maks bettar digital sonices and information
_ - :‘“ . ¢ use surLcicue pesitico at the cantre of gewaroent ba jain the dats .
Wealzo maintn 373 Imprenss these Cross-govcrament patfoms ard tools: T

LLr LI ERCOUITE 97 SAh05 27T USSC oy mere than dm e pescle
=athwesk, 3¢ are relied upa= o moee then 300 okl s2cter
w3nzatons

1. Government Digital Service
v 2010 rev ionn

. Dir ion
3. Hundreds of government websites closed - GOV.UK (www.gov.uk)
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https://www.gov.uk/government/organisations/government-digital-service
https://www.gov.uk/government/organisations/government-digital-service
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/60993/Martha_20Lane_20Fox_s_20letter_20to_20Francis_20Maude_2014th_20Oct_202010.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/60993/Martha_20Lane_20Fox_s_20letter_20to_20Francis_20Maude_2014th_20Oct_202010.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/60993/Martha_20Lane_20Fox_s_20letter_20to_20Francis_20Maude_2014th_20Oct_202010.pdf
https://www.gov.uk/government/news/hundreds-of-government-websites-closed
https://www.gov.uk/government/news/hundreds-of-government-websites-closed
https://www.gov.uk/government/news/hundreds-of-government-websites-closed
https://www.gov.uk/government/news/hundreds-of-government-websites-closed

04. Benchmark

4.1 Benchmarked countries: Australia (1/3)

In Australia, in 2019, the New South Wales Government launched OneCX Program for digital

platform governance.

'w& 1] dotaw
e
= General
Responsible Digital Framework
Party of the
NSW Initiative

In 2019, a report by the New South Wales Government showed
that there are more than 1000 government websites using
about 35 different content management systems, which has
caused a high cost of operating these websites in addition to
negatively affecting the effectiveness of digital services and
UX.

Based on the recommendations of a report
evaluating government platforms and websites, the
OneCX Program was launched, which aims to
improve the governance of platforms, to:

Create a better customer experience (CX)

» Design a customer journey that is centered
around the needs of the beneficiary rather than
the internal processes of the government
agencies.

* Use standardized and consistent design
interfaces so that the beneficiary does not have
difficulty using government websites.

* Use a data-driven approach to support
continuous improvement.

Achieve financial savings

Reduce the operational cost and the cost of
designing and building government websites by
canceling duplicate content and associated works
(design, maintenance, ... etc.), and reuse the designs
and functional characteristics of existing
government websites.

In support of the OneCX Program, CS-2020-01 was
issued in December 2019 for government websites
consolidation.

Customer Service
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1. OneCX Program
2. Publication No. €5-2020-01
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https://www.nsw.gov.au/onecx-program
https://www.nsw.gov.au/onecx-program
https://www.nsw.gov.au/onecx-program
https://arp.nsw.gov.au/dcs-2020-01-nsw-government-website-consolidation/
https://arp.nsw.gov.au/dcs-2020-01-nsw-government-website-consolidation/
https://arp.nsw.gov.au/dcs-2020-01-nsw-government-website-consolidation/
https://arp.nsw.gov.au/dcs-2020-01-nsw-government-website-consolidation/
https://arp.nsw.gov.au/dcs-2020-01-nsw-government-website-consolidation/
https://arp.nsw.gov.au/dcs-2020-01-nsw-government-website-consolidation/

04. Benchmark

4.1 Benchmarked countries: Australia (2/3)

The OneCX Unified Customer Experience Program for digital platform governance was
implemented in three phases, as illustrated in the Figure 76 below. The phases include
elimination and consolidation of platforms, followed by the development of two main

platforms, and then continuous review and ongoing efforts to enhance the user experience.

Implementation
Plan

Continuous reviewing of
government platforms and
services and continuous
working to improve UX,
reducing the duplication of
information, and improving
proceduresi

Deleting and merging
government platforms at the
level of sectors and
government agencies

Developing two main platforms:
* nsw.gov.au for information related to the
government services or sector

* Adopting service.nsw.gov.au to receive
government services

The OneCX Unified Customer Experience Program for digital platform governance

contributed to reducing the total number of platforms by 25% and launching the unified
services platform

Achieved impact?

O\
P Launching nsw.gov.au 'Qq Reducing the number of government
D)
° integrating 65 platforms ——— websites from 1000 to 750 websites
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https://www.nsw.gov.au/onecx-program/onecx-program-strategy-and-roadmap/nswgovau-roadmap
https://www.nsw.gov.au/onecx-program/onecx-program-strategy-and-roadmap/nswgovau-roadmap
https://www.nsw.gov.au/onecx-program/onecx-program-strategy-and-roadmap/nswgovau-roadmap
https://www.nsw.gov.au/onecx-program/onecx-program-strategy-and-roadmap/program-scope
https://www.nsw.gov.au/onecx-program/onecx-program-strategy-and-roadmap/program-scope
https://www.nsw.gov.au/onecx-program/onecx-program-strategy-and-roadmap/program-scope

04. Benchmark

4.1 Benchmarked countries: Australia (3/3)

The action plan of One CX is updated periodically to ensure the progress of the integration
process and impact sustainability

Sustainability enablers

Continuous governance of existing and new platforms

Continuing work on updating the action plans periodically (every six months). These updates
revolve around three main areas, each covers three focus points.

Areas

A unified customer e O A Tasar aTTetet P
experience unified customer experience

» Citizen:

Pe-duPllFatlon of o Makirg it seamless for citzens fo engage with NSW govemment,
information

@

« Creating a single source of trusted government information forcitzans,

» Business:

Improving our processes « Creating an easy to navigatecentrsl source of information for businessaudienzes.
and functionality

So

« Streamlining messaging and reducing content duplication.

o Building acentralisad content gataway afbusinass advice and concierge tosuppart
businessowners.

Focus points * Initiatives:

« Further develoging 3 centralised portsl for all NSW Gowernment grent and funding
sooartemties

Citizen

« Ensuring continuous imgrovement in the delivery of customer infarmation,

« Central'sing content and tools for ‘tell us once’ customerexoerence

I \

! X De-duplication of information o/

1 1

&p @ Improving our processes and functionality v
Initiatives Business
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04. Benchmark

4.1 Benchmarked countries: United States of America (1/3)

In the United States of America, the government initiative launched program "To Cut Waste"
that helped to reduce the number of government websites by 25% and saved 3 billion US
dollars in the IT sector. The program aimed to reduce waste and unnecessary spending in the

federal government.
* Reducing unnecessary government expenditures by reviewing spending and
eliminating unjustified costs,
* Improving the efficiency of government operations by promoting the use of
technology and digitization to lower expenses.

This initiative was part of a broader effort to enhance government efficiency and reduce the
federal deficit in the aftermath of the 2008 global financial crisis.

'w‘t Bl
e G l In 2011, the President of the USA launched the “To Cut Waste”
enera i i ili
R ibl . campaign, and an oversight and accountability board was
esggrnts; € Off("jche c:jf Mtanagement Framework  ectablished and regular meetings launched to showcase
and budge ‘?f_th.e progress in many areas, including government platforms and
Initiative websites.

The "To Cut Waste" campaign targeted government A range of legislative and executive tools have been
websites and platforms (which exceeded 24,000 used, most notably:
websites), for the following reasons:

Memorandum for Heads of
Executive Order 135762 Executive Departments and
Agencies 3

——| The inability of American people to
404 determine the appropriate website or
platform to serve them

@Q/

S~  To cut waste of state resources
S 7

\/

1. Campaign to Cut Waste

{E
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https://obamawhitehouse.archives.gov/the-press-office/2011/06/13/executive-order-13576-delivering-efficient-effective-and-accountable-gov
https://obamawhitehouse.archives.gov/sites/default/files/omb/memoranda/2011/m11-24.pdf
https://obamawhitehouse.archives.gov/sites/default/files/omb/memoranda/2011/m11-24.pdf

04. Benchmark

4.1 Benchmarked countries: United States of America (2/3)

The unified Customer Experience program (OneCX) for governing digital platforms was
implemented in three phases as shown below, starting with the elimination and consolidation of
platforms, followed by the development of two main platforms, and then continuous review and
ongoing efforts to improve the user experience.

Implementation
Suspending the registration of
new platforms

Deleting duplicate websites
and content

Steps 1

» Publishing a list of official
websites registered under
gov. domain within 30 days

Suspending the creation of
new platforms with the gov.
domain for 90 days, with the
government’s Public Policy
Office tasked with managing
and reviewing requests for
new domains, and prioritizing
the use of existing domains
and infrastructure.

* Issuing instructions on how
federal agencies identify
improvement opportunities

Editing the gov. domain policy and and delete the duplicated
guidelines. content within 60 days.

*  Committing federal

Updating the domain agencies to use their

registration policy and assigned domains and

guidelines on the specify which of them

management of federal gov. should be deleted and

domains within 30 days. which of them should be
merged or deleted within
120 days.

Platform Reduction Financial savings

The campaign achieved financial
savings in the IT sector worth $
T 3billion (savings not detailed)

The campaign achieved financial
savings in the IT sector worth $
3billion (savings not detailed

1. Objectives of the "To Cut Waste" Campaign
2. Outcomes of the "To Cut Waste" Campaign
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https://obamawhitehouse.archives.gov/economy/reform/cutting-waste
https://obamawhitehouse.archives.gov/economy/reform/cutting-waste

04. Benchmark

4.1 Benchmarked countries: United States of America (3/3)

Based on the deliverables of the campaign, the USA launched its digital strategy.

Sustainability enablers

Launching of the Digital Government Strategy 2012, which focuses on beneficiary
experience, use of shared platforms, privacy and cybersecurity.

This strategy aims to:

Enable the American people and workforce to access high-quality digital government
information and services anywhere, anytime, on any device.

al

Ensure that as the government adjusts to this new digital world, we seize the opportunity to
procure and manage devices, applications, and data in smart, secure, and affordable ways.

>

Unlock the power of government data to spur innovation across our nation and improve the
quality of services for the American people.

Digital GonerAnm_e'nt N
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04. Benchmark

4.1 Benchmarked countries: Summary of Benchmark Study

The Benchmark presents a summary of the findings based on the previously defined
dimensions. The summary shown in Figure 77 highlights that most of the benchmarked
countries have adopted mandatory legal and regulatory tools to enforce whole-of-
government programs and platform governance. This approach has led to a reduction in the
total number of digital platforms in those countries and resulted in greater spending
efficiency.

Australia

United
Kingdom

United
States of
America

General Framework of . L.
the Initiative Drivers and objectives Tools used
e N N N N

* Reducing the

OneCX Improving UX by * Publication # CS- number of
. reducing the 2020-01 overnment
It was launched in number of (December 2019) alebsites from
2 S 1000 to 750
websites websites
Achieve financial . Launching
savings nsw.gov.au and
integrating 65
platforms therein
AN J
N N
program of efficiency Rationalizing * Approach for Closing 77% of
and Reform) government calculating the cost government
) spending in all of websites websites and
It was launched in sectors (including platforms
2010 the digital sector) » Standards and
guidelines for The total
Improving digital measuring the operational cost of
services provided quality of websites government
to citizens L websites has been
* Guidelines for reduced by 60%,
measuring the use equivalent to (102)
of digital websites USD million
(between 2010 and
2014).
(To Cut Waste) Reducing the « Executive Order # « Financial savingsin
campaign number of 13576 (2011) the IT sector worth
g government $ 3billion (savings
was launched in 201 websites by 25% * Memorandum for not detailed)
Heads of Executive
Departments and
Agencies (2011)
AN J

Figure 17: Summary of Benchmark outcomes
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DGA-2-1-02

A

38


https://www.state.gov/digital-government-strategy/
https://www.state.gov/digital-government-strategy/

Recommendations

5/

J




05. Recommendations

The countries were divided into three groups based on the areas of comparison. The study
concluded that some international practices are already reflected in the Kingdom of Saudi
Arabia’s Whole-of-Government Program, such as enacting legislation to support strategic
objectives, promoting user-centricity and leveraging data-driven decision-making.

At the same time, the study identified several areas for improvement and key lessons learned
aimed at sustaining long-term impact in the Kingdom. These include:
* Issuing regulations and tools to support informed decisions on platform deletion and
consolidation,

» Clarifying roles and responsibilities post-merger,
* Developing shared resources among government entities,
* Providing a unified access point for government services,

* Adopting a "life events" approach in the design of digital services to better meet
citizen needs.

Deepening the -
application of the

M Whole-Of-Government
principles

Y,

Including beneficiary
centricity and adopting
lifecycle events

Using regulatory tools
to support change

£

Issuing legislation that
supports the achievement
of the objectives

Issuing regulations and tools
that support merger or
deletion decisions

Post-merger: Clarifying
roles and responsibilities

Developing shared
resources
for all business in
government agencies

Providing a unified point for
government services
(advanced integration level)

Activating beneficiary
centralization

Adopting key life events
in designing digital
services

™

Relying on data and
linking databases

DGA-2-1-02
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05. Recommendations

”Hé‘l Issuing requlations and tools that support merger or deletion decisions.

Based on the findings of the benchmark study, regulations can be issued that further support
the consolidation and the unification of digital platforms, helping government entities to

redesign their platforms and evaluate their websites based on data-driven decisions.

Illustrative Example

Regulations and tools for evaluating government platforms and websites

X

=

g Guidelines for measuring Guidelines for measuring Guidelines for measuring
) websites usage websites quality websites cost

_|

]

o

Meaairing webalie sualty

=
o
O
o
%".
(=]
m
&
3
S
2
These guidelines outline the These guidelines help This Guide provides
methodology and indicators estimate the added value of government agencies with a
b e B the website compared to its standardized method for
visits. cost. measuring website costs.

Analysis and Observations

* It is proposed to issue 3 regulations or tools that enable the evaluation of existing

government platforms and websites.

» These regulations and tools would enable to make data-driven decisions.

* These regulations and tools can also be used for the improvement and development of

existing platforms and websites.
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05. Recommendations

:Q: Developing the necessary regulations to clarify the roles and responsibilities
1l Q of the platforms (post-merger phase)

Based on the benchmark study, regulations can be developed to clarify the roles and
responsibilities related to integrated platforms, in order to avoid overlap and conflicts
between government entities and to improve platform management.

Illustrative Example

Regulatory tools

Example of works related to the management of unified
platforms

Circulars

. . Revenue Services
Operation | Maintenance o
collection | Improvement

Developer
Company

Supervisor

Controls Agency

Government R
Agency 1 40
Concerned N

Agencies

Government

Standards Agency 2

Government
Agency 3

Government
Agency 4

Analysis and Observations

* It is important to define and clarify the roles and responsibilities between the agencies

concerned with the unified platforms management after the integration is completed.

* Regulation tools (controls, standards, guides) can help regulate the methods of co-work
among concerned agencies, contributing to avoid overlap and conflict in roles and

responsibilities.
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05. Recommendations
]

B Promoting the development and availability of shared resources and
- tools to facilitate designing the digital services.

Based on the Benchmark study, it is recommended to enhance and further develop shared
resources and tools to facilitate the design of digital services and reduce development and
maintenance costs.

» Key shared tools that can be leveraged include:

* Prototype builders for service design and user testing,

* Notification systems for sending alerts and updates,

* Payment gateways for processing government transactions,

» Survey tools for collecting user feedback and data.
Illustrative Example

Common tools to facilitate the design of digital services

e 23t 7 den Crbercard cotals

wa s e £160,00
Create interactive prototypes Send your users emall, text messages or Take payments IN DEVELOPHENT
letters Build a form
Building prototypes Send notifications Take payments Build a form
This tool enables
A tool that government A tool that
A tool provides a enables sending agencies to be enables Creating
simple way to users emails, ready to take online forms
make interactive text messages online payments using a simple
prototypes that and letters - in minutes and interface with no
look like pages. cheaply and run reports on need for coding
easily. all your or design skills.
payments.

https://platforms.service.gov.uk/

Analysis and Observations

The development and availability of common tools contributes to:

» Reducing the cost of developing digital services

* Promoting consistency in the beneficiary experience

* Benefiting the assets that have been tested and experienced by other government

agencies
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05. Recommendations

5 Enhancing the integration of the backend of the unified national
v platform for government services.

Based on the benchmark study, the integration of back-end interfaces for the National Unified
Platform can be improved to provide beneficiaries with a simplified and seamless experience
in accessing all government services through a single access point.

Illustrative Example

Common tools to facilitate the design of digital services

More than one integrated platform GOV.SA

Platform A Platform B Single one platform
ST T T Niran N ST T T T T T \
,‘ i |l 1nl | Citizen For business
| | | | | |
| | |
| Platform A || || PlatformB || || i *Newborn | «Establishing
i services | i services | i : * Marriage 3 company
! 1l ! i * Hajj « Financing
| | |
'\\ ) '\\ ) '\\ ) ... LI
—— -~ -~ Y/ ittt
; [ GSEU@?JAL&J ]
J
S IR if [~ 7T | (G e 0 |\
w i Agency 1 : i Agency 3 ; I\ Agency5 | i Agency 1 1 Agency3 | ! Agency5 !
o >==========:: >==========: jE==========x >===========.’I >===========:I /==========<|
= i Agency 2 E | Agency 4 i I\ Agency 6 E | Agency2 || Agency4 | I\ Agency 6 |
0] Smmm Scooozooozoz | | Szzzzzzooozc S SooooooooooZ Sooooooooooc
oD FTTTTT T T T T TS FTTT T T T T T ‘ e -‘|
a I i | Agency7 i | i I\ Agency7 |
N N e N
1 | [ |
I I | I
N | L o ')

Analysis and Observations

» Enhanced back-end integration of GOV.SA will contribute to integrated and consistent
service delivery

* The recommended trend will ensure that digital services are consolidated into a single
platform, providing the beneficiary with a one channel to access and benefit from these
services.

* This trend will contribute to raising the standardization percentage of interface designs
for digital platforms and websites, which will improve the experience and journey of
the beneficiary

* This trend will enhance expenditure efficiency as savings will be made in support and
maintenance costs.
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05. Recommendations

E Enhancing the integration of the backend of the unified national
= v platform for government services.

Based on the benchmark study, the implementation of the Life Events Program in digital
service design can be accelerated to ensure service delivery and improve the beneficiary
experience by shifting the focus from internal government processes to external user-
facing processes.

Focusing on the internal operations of the government agencies

@\ N M N au o
/ / / _/
Exchanging I I I I Got service
information
Government Fi ]] f| ]] ==
Government ananj ey '!ﬁ'!'
Internal @.:' 5§
operations % Fol= = E é;
oD o (72 [ S\ ot J
A 4 A 4 b

Focusing on beneficiary life events
& SlS

50

Birth Childhood Adolescence and
adulthood
O AR IR
/ _/
* Registration * School enrolment * University scholarships
» Vaccines * School follow-up * Job search support
* Health follow-up * Professional framing
B e @
Retirement Visiting the Holy Mosque Marriage
O N R
_/ _/

* Housing services

* Health care services * Hajj & Umrah services
* Social services

* Retirement and social
security services
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06. Table of Definitions

The Following table shown a summary term used in this study with definition of each term:

The authority

Spending Efficiency

Spending Efficiency Opportunity

Impact Measurement

Direct Financial Impact

Indirect Financial Impact -
Avoiding new/ additional costs

Digital
Platform

Digital
Channel

Digital
Service

Digital Government Authority

Maximizing the impact achieved from expenditure in all its fields, compared
to the deliverables and services provided to beneficiaries

A work aimed at raising the efficiency of government expenditures, by, for
example, achieving a financial and/or time impact or/and raising the panning
efficiency.

The process of detailing the calculation of the impact on the elements of the
opportunity and relevant dimensions.

The financial impact resulting from implementing the recommendations of
the teams to achieve opportunities at the level of approved costs and annual
appropriations, including: Reduce total approved cost, and reduce unit price.

The financial impact resulting from implementing the recommendations of
the teams to achieve opportunities at the level of unapproved costs.

Technological solutions through which digital products and digital services are
provided, as they provide beneficiaries with an enhanced digital experience
through digital portals or smart device applications (digital channels). The
digital platform allows these channels to communicate and integrate with
each other, and also allows the integration of their services with other
external services, such as the Absher platform.

A digital communication method for displaying information or providing
digital products and services to beneficiaries, such as: websites, digital portals,
smart device applications, email, self-service kiosks, automated response
services, call center services, social media websites and applications, or
Chatbot. Services may be offered on all channels or selectively on some.

A set of digital procedures linked together to perform a complete function
provided by the government agency to the beneficiary through digital
channels, such as: Electronic portals and smart device applications, which have
one main, defined and specific output, and a group of services can be linked to
each other to form a digital product.
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07. Appendices - Financial Impact Calculation

Assumptions and Limits of the Study

1. Since Whole-Of-Government Program is still ongoing, the deliverables of the Study can be
considered as preliminary results of the application of platforms governance regulations.

2. According to Gartner experts, reducing the number of platforms has a positive impact on the
beneficiaries’ experience, the cybersecurity of the platforms, and the financial impact. This Study
was limited to measuring the financial impact.

3. The data obtained is limited compared to the data necessary to calculate the financial impact, such
as: Number of users, number of transactions, maximum number of simultaneous users, precise
description of services to be launched, etc.

Assumptions for calculating the cost of platforms that have been prevented

Platform Development and Operation Cost Segmentation Model:

4.

5.
6.
7.

It is assumed that all applications will be submitted to the Authority in 2023.
Depreciation and impairment of technological assets were not considered.
It was assumed that digital services would not provide revenue to government agencies.
During the cost segmentation process of the development and operation of the platforms, the
following costs were disregarded due to lack of data, and to simplify the cost assessment process:
 Electricity consumption costs for operating technological devices and infrastructure supporting
devices such as air conditioning.
* Costs related to technological infrastructure: Management, Upgrade, and IT Hardware spare
parts.
 Platforms management costs.
» Communication networks costs.
 Costs of labor not directly related to IT business (HR, marketing, financial management, etc.).

Estimating the costs of developing and operating platforms:

8.

0.

10.

1.

12.

13.

14.

15.
16.

17.

18.

19.

20.

Quantities were estimated based on experts’ evaluation of data provided in platforms registration
applications.

Platform development, business analysis, and project management work were estimated in “workday”
units.

Most platforms are considered to be developed with an annual maintenance and support contract.

The cost of Applications of (3) applications has not been estimated because since they are for
developing APl and VPN software, which need a different cost segmentation method than the
platforms and need more data.

The costs of platforms that contain the name of a supplier in their application were considered as a
direct financial impact (savings)

The costs of platforms that do not contain the name of a supplier in their application were considered
as an indirect financial impact (costs avoidance).

The cost of servers only in the Hardware category was calculated in the maximum capital costs.
On-premises licenses costs were considered in the maximum capital costs.

Implementation works include Project management, platform update (Full SDLC), digital services
development, mobile App update, dashboard.

Support and maintenance costs for maximum operational costs include 23% of the values of software
licenses, as technical support, platform support, and maintenance costs over a year

Annual software subscriptions costs were considered at the minimum operational costs.

It was assumed that the cost of cloud hosting represents the number of servers needed, multiplied by
the costs of providing 1server, according to STC prices.

The cost of developing and operating a platform for 1year represents the capital costs and operational
costs for 1year.
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