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Federal Identity Strategy

« In recognition of the UAE
government of the imperative
need of a National Identity
strategy

+ Emirates Identity Authority was
established in 2004

= with the Vislon fo be the
principal reference for
establishing the persenal
identity and providing
population data in fhe UAE.

Federal Identity Strategy

Ernirates kdandity Authorily’s strofegc direclicn has been delined ond ofrms
foe | 1) nofional and individual security, 2] smpliicalion of fronsoclions
(3] tacilfalion of mnovalive e-services .

Emirates Identity Authority | Conferencesin 2011

“The Development of a Feder

Digital Identity”

BIT's 132 Annual international Congress of u-World 111
chober ol
Diulian Werld EXP | DAWEC], China

10T- The U World

Internet of Thll"lgSv
» Digital Werld shiffing inlo a new paradiagm. |

« IP Addressable devices everywhere,
Internet has become all pervading.

« IP V& tumnmed fantasy of “things”
communicating digitally into a daily
recility.

+ With increasing connectivity, the
complexily of idenfificalion increases and
in midst of all “Things" is the Human
Identity!

eral Identity Context

Widespread need for Internet connectivity?

+ Counfry wide Internet Backbone

o Faciiating informafion exchange
o Business Transacfions
o e-Government

* MNational Critical Infrastructure
Federal
a Internet Connectivity respaonsibility
o kdenfity in this digital space
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| Federal Digital Identity: Services Framework

taray
[— ot e [—
o [, i g e
FPR. SR s b
P et L e ) e
P P - it
— P S—
b
s g —

« Digital Identity lssvance
comprises of a:

[Unique ID Murmbser, Biometri
Digital Cerlificate from o

Hational PKI).

The ID Lifecycle Management takes the center
stage of the Identity Services Framework.
... managing the Lifecycle of Digital 1D, the ID Card,

Credentiok (Digital Certificates) and management of the
personal profiles of the 1D holders,

[ros— FR——
— — = Tled v eeg B ey
e e ———
e Jaea——
—— e i [alarl e -
resina rTe— ot
L — I e
e = [Pt —
= = | H o —
B i \a\__.- m
—— v rm— e
e Pt - - — .
S e
[ —— - Sa
= e e "t
e -
e —e R — .
e emam e ea = =

Emirates Identity Authority | Conferencesin 2011

Federal Digital Identity

Identity
Managemant

Ernirafes Identity
Authority
has defined the
Digital Identity
Framework
with Six main
components

Federal Digital Identity

Palicy
Management
& Enforcement

Raole
Management

ACCEss
Management

Compliance

Interoperability

By S L L ——

B el . L]

o D
) s Bt

%o Mg

]

Sz v T g darorg
T gy i P
L M R T RS ant
TarageTa

+ mae Uy
s

o ne T g
pha e e

=L SR e ST
]

B L T S
e

< ASwrcn 19 v fares LA

* P At T s
Cammaes m

.‘J‘. AL

Cavtebeegnon dy srowmypr

T

Trapma o S
e e ety W (M

Idenfity Management
provides for all the

the population as a
register for Bsuing a
digital identity, issving
credentials for the
Identity and providing
tamper proof slorage
of identity in the form
of a Smart Card.

processes for, enrclling

Federal Digital Identity
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Federal Identity Strategy

« Mational ID Services include a number of a
components fo provide a trust based 1D
Validation Galeway:

1. 1D Card- Is the card genuine?

2. Card Helder infermation- is the public data
read from the card comect?

3. Card Helder Idenlily claim- is the ID claimed
comect? Verity cerlificate & biometrics.

« irefulable verification of denlity and secure
validation of presented credenfials.

Federal Digital Identity Roadmap

Shroiegic Manring process 1o infroduce P, vVakcaton Galeway, eic

The roadmap o - ._,_" -
an indicator of & .m P
Ermirates IO ¥ =0 Coruita
Emirabes 3 Bl + s
11 q1 '_ b i '. Ll
Authority ‘E T ,I: ,:,IZ..‘" LR
N transformmatian i Srviem
T ) - fo o Service : Frovdar
-_— Organization, L P
Thark poe Provilir WTW
—— e From an ssuer il i# JRE i P L
of Idenfify, - o L o

Emirales ID e m— = .
evohdngintoa —= TEF YT TR W
Service based - - - -
orgonization, s
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Federal

Digital

= (= Identity
N/ Service
et Architecture
-:;--_ = G o baved on Serder Framewark
e A R [— 3=} L] ==y

ldenlity Lifecycle Management:

» Interacis and integrales
dala with mulfiple
Govemnment Agencles 1o
rmainfain o Unique Identity
Profile,

Varificalion: ruli-loctor
authentcabon machanisms.

ASSUIONCE: PEI and Time
slamping. encryplion and
decryplion sendces using the
panonal cadificotes provided in
fhe ID Cord fhal enable secure
transactions.

e ;ﬂlﬂ_ﬂ.ﬂﬂ_ﬂ_f-‘ﬂ.ﬂ

* Dala services enable Role
and Privilege
Managemenl to the 1D
Holders,

+ This provides an excellent

":_:..-' I '!'I macharnism for delivering
N Social Benefits o tha ID
—_ Cord Helders remotely
e Ihus greally enhancing
F—— _— e-Gavernment initiafives.
e o Emum e L] ]
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‘ Emerging Markets Landscape

These countdes spread ocross 3 Major Confinents constitule EME.
The cifferant shades o blue represent e sTeng ™ in economic activity,

Koy Note
“Emerging Markets in Digital World:
The Role of Identity”

Summmit on information & Ketwork Sacurity for Emenging Markets

Dawker oned regretent lorgedr aconomic growth and
busingss activity. These counfries are defining the world
frade todkay and influence global investment declsions, Date. J

e R —
Big Economic Markets

O these Emerging Marke! o lew are bgger than Ihe othen
somwe Of the nofions have higher sustoined growthirabes Bhan 1he nesl |fonm BEL
o n 3 Pives g Mizhe

Hehnl, 7

Emerging Markets

What are they?

= BLOCK of countries selfing
New World Order charactenzed
by Ropld Economic Growth .

* High Role Industialization .
= High Growth Rafes In GDP .

» Increcss in Dusiness; be il
commarcial or soclal .

= Big Inveiment
* Lorgeciomesic condumphon with high ecports
+ High justained Geowin Rates. led o rapid cone
Industiaization and senvice hdusly growth

Big Economic Power.

Emerging Markets

Who are they ?

« Different Standards o
determine/define
Emerging Markeds

= Gereral Consensus in
defining lhem

Emerging '
Markets e

» Countries with
economic activity akin
lo the Weastem

Developed” Matlors

4
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‘ Emerging Markets Economic Activity

a small but rapidly growing share of the waorld
#| Share of Workd Economy [LESD), %

b ] i

» Indiais expected to
move io the second

- spot a few years

down the lane.

— e
Emerging Markets Economic Activity

L 0 L

— The

...... Largest Economies
= in 2050

S

Digital Leap

= Technelogy advanced insync
with ihe Indushial output.

-

Industrial Growth synomamous with
Inereased Produchivity

» Productivity increme signifies
Technological Advancements

» Belter Communicoficons

Higher Connectivity

» Knowledge Boted Economy

Emirates Identity Authority | Conferencesin 2011

Big Economic Markets: a Nations Farming the Foundation

o O o
B

1} s - |
&

e

B s 2R #

These form the 2™ bloc of
emerging markeks.

S ——————————————
Emerging Markets Economic Activity

+ The largast bloe of opp  DRICSHave a Larger USSGDP Than the G6
emerging markels will @00 in Less Than 40 Yoars

yield more economic 00
power than the Gé B |
Hations. B

o000 4
Wilh scorching double s
digit growth for the 500 |
lost few years, China is s {
now paised te 000 {
avertake the USA in 240001

*

terms of world trade fo 12000
take the #1 spot of 0
Global Commerce.
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Infprmation
Highway

Z PG . Sl -
llenges ?

Information Networks: Cha

Thers Vil -V itusalioorrs arm fright wmith shks and chalenge.
The biggesi rsk is in Information

Security, apoart from the threats

to the physical security to the

nehworks.

The Mations need to profect

their Intellectual Property Rights

{IPRs).

Information need to be Secured /

Nebwiork Securty
[Avthenticated)

= Authorized Access

Information Netwaorks: Threats & Protection

= Irdammalion i a highly
valued commadity fo
be profected and
saved,

+ Inkusion Delechon and
Prevention are
Increasingly being uied
o preachively moniior
and thwar the alfacks
from the ouhide warld,
There is Herally War oul
there!

* Unified Throal
Managemenl

External & Infernal Threats

Emirates Identity Authority | Conferences in 2011

Emerging Markets Technology Activity

+ Industrial Process Autoemation
Process SOTRIALON Aereailolng PIoors Pulomanion.
Huge Investments in Technology
Difwmi by sl ey Dy i the HE
ks Forem Tursed 1o Tech nobogy Tor impradng Thsl
prodectivity |prolrabdiy| rales

Strong Human Capital

Backed with a sirong pood of skilled Human Resounes,
techeelogy irsestments thus became the order of the day o
this Fliarie

-

-

Skipped a whole generation of

technology adoption

The Ermerging Markst katiom sdapted and adapted the latest in
e Iedusiriad, Commurication and [T Ao lead sed deive thew

One World- Submarine Cable Map *

Is the world of today |

alety 15 wee mee ONE WOHLD

| The Developed Nafions are difven by
5 their need bo cul costs

L | VS,
{he Emerging Market Nations diiven by
| thelr growth and Technology Adoplion.

This brings in the perfect WIN-Wik

Cable Map - Thith
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Information Security u

* Identity Monagemaent hos bean in the exafence ol the
enledprive level for more than o decode now .

+ Governments have iradifionally provided their cihzens with
paped documenis ke Pasipods ai Prool of Identily

+ Technological Advances provide the
avaly 1o verily the identity, validate the
eredenlials and allow ransaclions.

"

Pertonal Information and Unigue
Identfiliers ke Bomelric, Digital
Cerfificates form the ldenfification Profile

= lued by the Government, 1he [dentity
Profile becomes Legally Valid .

+ Hechonic ldenliicolion on Secure Cards
pravicles lhe baiis lar lderiily Validation

+ Real ime verfiabifty provide: omwonce
o thee bdanitiby .

* Prondoing o Digital identity - Bewond an
ldentificaion Number o a record in Tha
Malional Fopulkalion register.

* The Digial identity conshh af o digito
cartificate susd fram a Public Kay
Infrastruchreand a sat of eecronic

bicameic dala, “If neads
S | commitment,
hi ldentity Issuer stands for IdenBty liuance. political will,

Identity Yalidoion and kenlity Yadiogtion. i f
" investmends in

+ Topather huese characterklics provice techrolagical
imefutable and more mparfontty verfiable infrastructure
data lor pesonal identifcalon, and. on o seomless
cemand netwark

connectivity.”

Emirates Identity Authority | Conferencesin 2011

Network Protection - is not enough ?
- iy

0110100101001010110+-
ADRES.
01101001010010101101001..

1101010101 1[1101011011311[}1“' '

011010010011010. ;
D1 1010010!Q{?I?E.ma‘m‘.nﬂmmﬂﬁ'“'-

Information Security: identity

= Secure Infomation by
locking it cravcay and dervy
QTTEEE

* Infermation is needed o
transact and decision
making.

"

Infoamationin the hands of
fhe unouthorized people?

Meedto secure the
infermation and yet make it
available as needad,

« ldenfification is the Key to
the Infermation Security.

Information Security

« Who Determines Identity? -« Who Validabes icdentilyd
= What Constitutes (derdity® = Who Assures the Identily®
» Who Provides [dentity®

——

(’-v
!
w
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| The Digital Identity Paradigm

e i e

Maliomnl 10 | ssummos

]
[ e
e

Integroted word economy .

Ermerging rmarkeds play o major role in information dissemination.

Fecurity in the nfarmation disemnalon goes beyend secunng the
mbeyorks Irom exbamnal Freots

Inleermation Security i achieved mainky by managing tnest bateeeen
the cillerant stakehokders.

Trast monagement ellectively ochiswed by the Digital ldentity
Management.

Dightal kdentity & largedy chanacisired by o major lechnoioaios-
FKI technology and Blomedhic technology.

Hational Governmenial Inttiatives .

+ loentity Manogement, Estoblishing ond Secuwring Fersonal loentity,
Frodling, wiing Personal Information for audit kal and tracking and
ullirmatedy prosviding Autharization o ooceds- physical of logical.

“We need to share knowledge fo
build better tomomraw"

Emirates Identity Authority | Conferencesin 2011

Economic Systems

raders b Th siruches and rOCREses 0 CoUnTy wes o aliscote B
resoinces and conduct B commesciol aciiies

Mixed Markel

|

Cenfrally Flanned

|

Govesmmesnt ownes ship of MAoistly priva e [findividual
ST (EkouncEs and o budirnisd) crrmecdhis of
e planning SIDASITES BIOURCE]

Goveinmaent and priaobe
ownership of economic
retounes ipil ralher everiy

Digital Identities

Porsl de-code
= Counfries infroduced the
Digpbaal Icdenfity

+ Emmrging Morket Notions loliow
suil on the digilal fost lone

« Key Drivers ore Securily
and D Thel Profection

* Technalegy Ulilizationin
Electronic |dentity
Managemeni

» Eechonic Commerce with
Digilal Signaluwres

= Physical

= Biomelrics

= PKI

rshcedidentty |
WL e Y

Digitol Signature

= PN
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| Forces Shaping the Digital Age ...

infernet Lpery
Cughatieation
ad 20007 340 rrilfcn
Coresciteiy 20112 2 bilson
Carhorrination of e -
products based on Ihe '-:r'
cuthames nesdy ]
Custamazon e ol v e-Government
T e M T
Cusreaeration Ago H
Transformation
Eapiiadha wiaticheide arvices Dl fandard scent Developments
£ groracths forms The
il O Thae Pdivwr
Direct spiing wio 1he N::.I:E:.d Ecararmy, p 8 GO eiirsernment and 050 it
Inbeires] byaonesd
st il Loaie ]
EI;I-TE;:;LI'.&H s - PN | e A Bt ol | Dualbd, Liniesd Aa ol

eGovernment

« g-Government = 0

process that attempls Agenda
iz align IT and business
needs fo develop an + ibreduction: s-Govermmant srd information Teckrelogy
infrastructure of systems + Recent Deveispmants i GCC countries
inf ionl :
that will support business VAR Blactronle Iderdiry WWeridng Mode
goals, objectives, and *  Suppostieg Natioral Exceamy
pocesses for + Reflactions
govemance in the

digital oge.

e —————

“Information technology,

and the ability to use if i

and adapt it, is the critical

factor in generating and ¢ Necant Devekoprmants s GCX counires
accessing wealth, power, e — Wecking o]
and knowledge in our pgmnthei Wil i

fime...."

Profesiar: Marss| Castell
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Action Plan

European Union Information Soclety A1)
ok, =

5 Key Priorities & Objectives

= :‘"."“" D g || Key Enablers || e-Participation

= rechuct i of - il iPop:

i
cltizens and s Bomer EhenCEs dentin

* Hofirontal and e gt il

bsinas vertical Eninen * Interoperabdity ol
‘rtegration IET Infraructure
TanspMEntE, i « Good Praciicn
AT, 8D Sharing srd
rechee the Enowledge
rarban foctpeint Eschange

Source: Prisparing elovernment pout 2000 - bitp: e syroga sultpoven ment

Costt g
g ki) E-Government Transition

Cument e Gov workiwide L jormabian
ecus on MiansGeticn Plhdaws]
and ro clear gkand o 1
[Mronshoernotion ) Proge,

Wb dreahan

BT T *
Fregevce T g 5
e v el Lt 1
baT LR [y ev—

H
& Tine ConstivegnoyValie - - 4

[ soatey/Pobey ] People B Proosss N Technolegy

rt mfeemater DasRrclogy

Recent Development in GOC Countries

i AL Derctrorer =Sty Wiorkding Mosel

v Supprtieg Metioral Cooramy
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IT House of Values

P 3
Primary 1 = Cout of pooein |
1 *Cost of delevery 1
elerments of ' i
a-Government | H
" = I smreicn
Value : delivery |
) h

an enabled by ...

Focussing on
thesa sEratagic
Toous aress

Citizen Centricity A Global Trend ...

* Customer focused

kb \
’ business model /
Eervice Delivery
[ - {g * Integrated sysbems
Pepudery “y
i * transparency and
o convenience
Ciisen Canirc: * One 5top Shop
e vl
* Re-oriented
Transform the “experience” structures, IT,
pelicias, etc.

of government services for all

e-Government Stakeholders Pyramid
+ Learning and
Improvement Loog

&

&

&

Government

foclitale e & Goy
vy clifiring polcins
Irincrting nesy
o ard

il ftvasry
rreschariime. finalky
T Ehe
outcomes o
el In Bha

T aridig
ol
pokcieg

Business
Citizen leag e e-Cov wendces and I huen

o ervices 10 cen:
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1D Card ws. Electronic ldentity

= all GCC countries have initiated modern
Identity management syitems to develop
anew personal identification card
that would be generally acceptable
identification document and contain bath
visually and electronically accessible

Infarmation. .

= ID-card registration in GOC countries is a . - - =

compuliory process and is an acceptable a —— = | '1
= g

travel document to travel between the GCC

countries, To date, arcund 14 millien
[283%) people have been enrolled in such
systems.

1D Card ws. Electronic ldentity

GCC ID-card projects are integrated with PEI
technology to develop electronic identities:

card includes the persanal identification

code, which enables the identification of the

individuals at once, m E

« Digital certificate inserted in the ID- —_— I

+ Signature certificate, which enables 1o If
sign electronic documents, which is J
equivalent to the ordinary signature on

paper.

Multi-Factor Authentication

= Bomic Perond Information(@igned dala)
* 4 Digit Pin Code « Digitd Cedificale
= FRngemprint Biometrics » Cigitd Signature

— e e ‘m"- .

Emirates Identity Authority | Conferencesin 2011

eGov evolvement in GCC

Ranavating T
infrasiruciungs, a-Gow maee Inleroctive siles and
ERF, 3 Tiar, @i, cwlhoritias hearsac tional esamnvicas

—0—0—0—0—0—0——

Wabishas Interactve alow
sites rateges

Billions of Expenditure but
unjustified investments!!

GCC Websites Survey (95 websites visited)

Transformation

Inter-agency
0%  integration and unified

Transaction citizen serices

Online citizen

trarsaction

Infermakien

Interaction Web Presence
Infake process tor Publishing
af cifizen Informnation
interaction

Developments in GCC countries

— s —O0—0—O0—O0—0—

Eleciranic
Iddanibity
Projact

E-Tdentity
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| UAE Project elD Working Model

Erniratal ldentity
Authority
Federal e-Government coordinalas with
e ——— I Fecheral ard
Lozl &
Govanmimeand
autherities to ulilse
Ihe e-hdanility
niraibvctute, E-
Fovanmimeant
cuihorities will fake
T responc dily ol
cvailing &-Sarvicas
1o cltizens through
thel porals.

Agenda

v ietreduction: e-Ooversrent ind Information Teckhrology

+  Revert Devebopasenis bs GO couniries

+  UAE Blectronic idersty Werking Modal

Supporting National Economy

+  Reflactioni

Enabling new Business Value with Internet

on sl

b rse ORling

g .$8;"'

s B 1N PRS0,

Bwsinass Cost Tradifionsl Sysem Inbarnat
A Tectat £ ] 1]

Bl Poyrment .22 .25
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Enabling eGovernment: Sma rd and PKI

Eiciency & Accounially
* Nulli-lochor authenficalion of * Reduced paper lorm data
cillzens Ihrough smarftcond eniry and auccialed arors
AHDJOR blomelric » Foalproal digilal signature
= Smarfcard as an kdaeal toal far akong with blomatric
Pil enablement aulhenlicalion 1o prove
* Profechion tor parcnal oata in accounlability
achip + Faclitate tost adoplion of a-
* Pratection of FEI private keys Government services by
an Smart carnd mﬂ'f@ the: fear of Idendity
* Prevenk lorgery and eniungs
Iracal esril@barmesnts and bensfits * Sarvice Innevallon through
raach tha inbanded Integrated ciiiten services
benefickary enakbied by Smartcand and FEI
* Digital sigrahures 1o repdace
manual signaiune

rtarkar: whaver st and mloonatier Tebeclogy

Becert Devebopessnis is GOT couriniss

v Supportieg Metioral Coonamy

E-ldentity Operating Model

Public Sectar
Identity
L IHFAFHE Management
Cerieation Valldation
o e faldation System
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Trillions of savings fl d,
with e-Government i
Transformation

Is it as easy?

What are the Challenges ?

.

Agenda
1 rbductar: w-SoverTent and et Packrclopy
Recart Devebopessmi i GOL courinies
v AL Oertrorx desty Wiorking Whoss!
a Supprtieg Maetioral Cooramy

* Reflections

eVaolution of e-Government

N .
Benefits :m
Wave Ja
Autemation of « Maw ways of
P Ee e reshying v jectives
Wwe 2: = adicel
Pronvide Sensoe ' PeGegLRLATion 2o
Drline
Irtra-deportmertal [T
Waye L process atcmation organisational
Prosnode soness. Bast services  gnd T6T-groblked broumndarses
sl connectiity mtalled, o- Ewine en procem = [Befrer regaation
GO st Trandf ormarion o policy mory
= Fooum o anedd ol 12 = Reduction in
deweleping exiting odministratvee
wifate it wraced Eurden
Tirmme

— p-Government'———s
w0 |CT enabled Government ——
‘t-Govermnmant’
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E-Business Development Path

Developmant of e-business ond e-commence B ey much
dhepancant an Tivd] Bebeeiin Re porlies, 1T a secuie kyer vl
astabiihed that alicws Gantity authentication,
than furihar servicas can be devaloped and
aravektion in this fiekd & aipected Context

treity

Contumer
Value-Add

Becune
ek b ity

Extensn

-
= e-Commerce =
Infrastructure -
£ i
Vs, B
Fa
-

+ Trust in electronic
. The new I Cord and
transactions. with s acvanced
copaliilies add a
ey dimension of
TRUST to elacironic
Irangaclions.

Online Payments: through Smart Cards

Cash N
=

V5.

Electronic Money

KuBiple oning payment models Could be deveioped witt 1he ness smor 1D
cand, which could aho e vary much indepandent Fom e cond e,

micre payments: o franciol rorsaction valing o
wsy sl dum of moosy and wiualy one 1R eocur s onlire.

elechronic cash: sgital cumency used 1o
MSTSnayrmenis

-

digital wallefs: smware stomes coedt cond Information,

ELECTROMIC
COMMIRCE

FAYMENT SYSTEMS

-

eWallet: microcnip tterss swctronic con
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EU: Building blocks of future priorities

User _.,Q'gnnlmﬂnrl:i [E— Enabling

Centicty ~ -1omd® 5“'1'“”
Green Key
Govemment Applications
Innavasan
Benchmarking

1

Incluslion <= Porficipation = IMeroperabdty
L Hormonitsation

IT e-Government Maturity Curve
[ 3 e Govemnment Maiely Cilizen

Fowrre: (Rsapted from Dasdzon 2005)

Data revolution 1!

Exabyle[EB): 1000,000,000,000,000,000 byles = 2 B3: Tolal
valume of inlarmalion generated in 1977,
5 Exabytes: All words ever spoken Dy human beings.

Petabyhe [FB): 1000, 000 000,000,000 brytés = 200 FB: Al
printed materialin the workd.

Terabyle (1B): 1000,000,000,000 bytes = 10 TB: 1he prind
collection of the LS. Librany of Congress

Glgabyte (G| 1000000000 bytas = | GE: o plokup tuck
filierd with bocks

Megabyte (MB]: 1,000,000 byles S00 MB: T ROM

Kilobyle (KE): 1,000 byhas 2 KB: o lypererilfen poge

Emirates Identity Authority | Conferences in 2011

3™ Party Involvement and Emerging Architectures

Privale sectors are

Pushing figarushy Low government involvament

Irough aggressiva WaGev | MoGew
markading, products
devalkop in the fird Ly lamck Pl iph
" el e e privaie]
phce to be FOLD). fertasristnds R
Low i High
31 party One Gav Too Gav

vt " I Party
Pl e Bazk b o Fubic-privale
mgrien | comhennsay | VONEMENT

High government involvement
Governmaen s need 1o pul in place [canalully) ks and polcies 1o regulate
honw gevearnment agences ocoguire ond et up thelr ICT inkrasiruciungs o
acdrass intercperability Biues. This snould be codoined with partnarshios

with th Private Seclod.

Why do we have Silo Systems ?

Dl gy 8 i Ul
lomgas O ey B 590 a0 08T
gl S pl s U M

Citizens at the Fore |

madificna! prochces oct
e Incraaye eamplaally

ListEning
LEarning

COR M0l SRporUnTed
and ks Bk 1o push oo
palntul charge &
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| Need for engineering mindsets to construct eGov..

Thank you
Dr. Al M. Al-Khouri

Director General | Emirates Identity Authosdty | alialkhouri@emiratesid ae

Agenda
i eboductar: w-Goverment ard it Tckeclogy
Recart Devebopessmi i GOL courinies
1 WAL Nertrors lde—Sty Wiorking Woss!

+ Supgesrtieg Matioral Cooramy

[—_————
Internet Usage Statistics

WORLD INTERNET Lm,ummmm mrum!-

"n-.- ST L

[ [GELE
e L T12 1 sl ot 17 %
[Marm Areika [ aaigamal mas] was] nis
Min waEas min
v B1% NI 1%

IR L T
FOTER. |1] whrewnt Ll e 749 Fupetation: Shmsbics ien o e . 3513 (2 CLICK, on wch e i
E._..-.-,.-.._. i A (1 esipte ol et @ kiaed o 288 Ree I

v pai Pl e b dete pelated by Db Cedon By P et Tebve=
DB sl putotoes. st i vl oo, 15 i s, e, o il e, ol It

|ating Disde ; informair o= My ute coy S0 cEid grang the et crede b Y et o Capynight © 2300 -
[T Bt s Marvating Gy 0 mgrtn resrond ot
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Content Management

A Mgl chalangs I o-Gevenment i ' cieating and managing content
Herw technoiogies are devsloped 1o ssarch and
alig b data and Infarmation. This will bescormes
mais and mone diftcull al times goon:
Governments
* Search Engines using Dynamic nead la
Information Clustering and Meta Search regulate how
[Meka sesrch ks based on search of other search comtent s
engines) | develop and
®  What the cunlomer wee |Static v, dynamic rT'.u]q_]g‘-_ld_ ]
Content| moke QoCess
= Storing and retrieving documents of various Io;nfc\n'nuli{m
typed =
+  [Kfferent front ends for different users and senices
» Took avalable for creating corent comenient
*  Multimeda presentation and Fast,
®  Inkegratian with other media for data
intercha

+ Clliten pafticipalion &
e o groww of
govermmenis faliow the
proces of
Convergence
of service and
efficiency

= upporled by governments  plong,  Telecommuricalion
companies in GOC couniries ore playing a key role in Closing
the digiial divide wilh their siate of ot infrasfreciungs. Indermel
panalralion rales in GCC ane increasing, due lo allardabla
acoenibdily opliond

The world is Changing !

» 'Whether we lke or not, the wordd s going in
one direction... either we are on the path, or
wee will e left behindg.

» Informalion Societies ond knowlaedge
economies are key focus areas and pillars of
our future,

Wealth and Power are

CREATED through exploitation

of understanding i.e., wealth is
generated by what we know.
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Emirates ldentity Authority

+ Federal Government
Crgonisalion in fhe
United Arab Emirales,

+» Tasked to develop and
Implemeanl Advanced
National Identity
Management
Infrastructure in Ihe UAE,

The Development of Digital Economy

Recent Advances in Practice

ights from the United Arab Emirates

» Support the government
in kay strategic oreqs.

Conference Date: 4

8 =y

+ iwirmbdciar. Ereiraies ey R *  ebredcibor: Ersirabes Meniivy Auidaoily

+  Thinking “Public” Services

+ Reibny of it 1D e @ Geeer i +  Reakty of inmnel 1D and &-Gowrnmest
Dagitd | iantity Praject +  Digital Mentity Project
L tning ImssmerTiation Chalengs +  Ujprhing Implementation Chalenges.

Law Enforcement Fublic Sector

4
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e-Government Transformation Stages

* e bl )
tomplex | cataloque | Transaction)  Vertical | Horizental Forensic '""” Customer
Integration | Integration System Sermvice
Tachnological | - online = pErveEd & = lzzal pyarema Lystems
and Fresence Forms orelina linad T integrated
u:;;-:;r:mﬂ! -cotelogst | - working :;f;:’mf"' . il
preserntation datekase Functions
e sspperting | - within smaller Law Enforcement Fublic 5ector
:T:' o line Functicnalitias recl gre stop
e transoct i Ehippirg for
Citizers
- ’ Practicality vs. Application
Itegration Comphety ty PP

R T Global Trend :
L%
e-Government Transformation Stages + Wide Adoption
el 'Y . i J
2 : The
- r:f:',“r" Transaction
ey o e ol P'I'msr_'
comrgdoEly
Dilemma
+  hnd msend of e aoy, large
fampha > dotabases, and o clear
Saurse Comrietn

Integration

Progress Challenges

Associated with the Level of TRUST of
parties involved in electronic
transactions:

itmbaibor . Frpaties el e RSy

« Confirming the {Cnline) identity of

individuals over digital networks

* Security of electronic data and x . li 4.

info. Exchange e k|
CONFIDENTIAL

+ Maintaining Confidentiality
« Legalisation to non-repudiation .

4
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United Arab Emirates gy Ll &y < fufi il

ID Card
Capabilities

B vaeocord el e
ety et BT
+ g™ Generation @ w - !

Smart Combl-Card . |
(144 KB) WA ’
S et et Aot Y
* Contains: e e s+
1. Personal Data -t
2. Authentication | oo i

tokens e g e
3. Signature tokens | monmee—
4. Biometrics

IDAREI190I4DZ303 724 19GEF0GA4I5LS
AT IFAMOBDINSIANECc s s w Ll
ARDULLAM < © cAHMANEMEHAMADC S c £ €4

UAE ID Card and e-Progress

Digital Identity
Project

Enhancing 1D Card
capahilities

Emirates Identity Authority | Conferencesin 2011

Registration Process

+ All population are mandated to go
through the 1D Card Registration

+ Ten Rolled Prints, Palm, Righter

Rigorous and Robust Process

* Submitted data verified against
multiple government databases

+ Civil and Forensic Biometrics Check

ID Card as o

de-facto
token
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Enabling Business Functions

&
@ © i Provide credibiity)

authentication Signature | : [validation)

HA

e w  m—

\

:

Data Capture :Ti: EE Central E
A i Certification |

" i

\dentifiation 1 Authority

S —— W, ety s

Infrastructure for Service Providers

* PKl and |dentity related
Services to Service Providers:

| Central Certification Autharity |

Sulb Sub CA Sub £ | SubCA

o e-Government
o Banks
o Commercial Entities

Infrastructure for Service Providers

* Implemented as services
over the cloud:

o To support for multiple
Services Providers

o To integrate into multiple
channels (Web, mobile,
kiosks)

Emirates Identity Authority | Conferencesin 2011

Approach and Structure

Setup
Infrastructure
for Sarvice Providers

for application peowidens

Enable and
Rollout

country wide

Approach and Structure: Phase 1

Setup
Infrastructure
for Sarvice Providers

=
Progress Challenges

Services and Applications
V5. -

Infrastructure ig .

* Roads generate no benefit,
transportation does

* People do not buy cars

unless there are roads
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Approach and Structure: Phase 2

e B S e ———)
Providing the "CONNECT"

+ Leto loolprint infegralion

Public Secter E|DA e-ID related Services

* Extra Validation Services

Validation
o Added-values services such as: Services
PIM Change
Biometric Verification

22|l |2
[=]
g ‘ §
53
g & :

for application providen

Reader Independent
Multi-Flaticom suppeort

Architecture (Deskiop,
Client-Server, Web)

Multiple Davelepmaent
environments (Jova, CH,
Hel)

an the clent (end vser) iy = ;';::;_:: J \ el -
environment.

Plug and Play i L

Emirates Identity Authority | Conferencesin 2011

Validation
Services
S
On Demand
Authentication
R
ey
Extra Validation
Services

P ]
s
e el e e il

Authentication
o A secure “valid/not valid’
engine providing Real Time Extra Validation

validation of 1D certificates Services
through OCSP Yy p——— -

* PKI Validation Services g ————— -
e-ID Services )
o uw:ed ina hus_mess s::_enarin validation :
Service Provider .

ere a — Services !
handles the authentication

1

process and needs only PKI ]

validation :

1

I

1

i

1

£

I
I
I
I
I
I
: On Demand
I
I
I
I
i
I
v

+ ldentity Data Provider Service T o e i

-~

Far Service Froviders that hand sl

I D Services
off the complete authentication : validation
process to Emirates 1D, ] Sorvices
I
Offera Authentication as a Sarvice :
{6.9. On-demand Authentication)  JSIEEEGERE]
| Authentication
Implements the SAML IdP (ldentity :
! dation
I
A

Provider) protocols Extra Viali
Services

Provides 2-factor ID Card
authentication A

e el L
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| Approach and Structure: Phase 3

Enable and
Rollout

country wide

s WARNING

» Strong tradition of relying on
username/password

Bamiers
o Meed for smart-cord reader
and software

No owareness promaotion
o |D-conds are perceived as

mecely physical documents || (CHALLENGES
T E:‘?:fﬂc;;ﬁnﬂﬁ chout securily AHEAD

Availing benefits ....

+ Bedvced invesiments in setting up the
s urity infodimestuid required o 2FA

Single infegration point 10 ol alD weevicas

= Usability enabling sero-lcalpdint
integration on lhe client (end-user)
anvionrmean!

Simple infegrafion uiing stondard
prodocols [SAML, XML, SOAP)

High qualify of service with anticipaled
24/77 365 availabdily LA

Long-term costs saving in openalions
and customer suppod,

Emirates Identity Authority | Conferencesin 2011

Public Validation — Added Value Services

* Leverage the UAE ID N~
Card signing capabilities g -
Services
Support main file

formals [MS- Office XML,
PDF., Web Forms)

[ —————
Public Validation — Added Value Services

* Support of non-
repudiation &
law enforcement

requirements

Time-stamping
service

Motary and Archive
services

[ ————
Public Validation — Added Value Services

* GCC Interoperability o

Support of GCC 1D
cards validations
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| Technology Related Challenges

False accept
rate False reject

rata

Errors

o

Sensifvity

For every 51 spent in IT, there is at least
$1 of intangible investment in broadly
defined "organizational capital”

* How much public value does e-
Government create?

* How do we measure public value
creation in e-Government?

For every $1 spent in IT, there is at least
51 of intangible investment in broadly
defined "organizational capital”

+ High cost versus uncerain returns
+ Low public take up of e-services

« Citizens’ concems acbout privacy
and securify issues

Emirates Identity Authority | Conferencesin 2011

Marketing the product

+ Government entities
don't market?

= Privat tor Partnershi
to morkel the cord recdes ard
Hwe s hav

(Certified Retailers)

T —
L

Iprising Implementation Challenge:
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Emirates Identity Authority | Conferencesin 2011

Digital Identities ...

+ 0 strategic focus in the
development of eGovernment

+ Service Driven Design
Approach to create public
value

Security

Conclusion

Electronic Identities
will have direct impact
on...

Digital Economy
&

Public Services

Thank you ...

= 0 3

Dr. Ali M. Al-Khouri ==
Director General LR I lj-lll

Emirates Identity Authority Tha n k Yﬂu -

United Arab Emirates

ali.alkhouri@emiratesid.ae
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Catastrophic reality ! Standish 2009

Successful Failed

UAE 2015 Government Organizations

Readiness Strategies
Case Study - ties e

Confereno "4t

Challenged

Government Projects  [IESTRJIEET e ot u i BEs f i Tl

= Globalization &
Trends.

+ Population Cost
dermands.

» Govemment s e Laatred snd Befleriios
Paolicies and
regulations. o

= Meead for Shrategle >
Planning. Performance

plethiora ol melhods, too much papers

anguemantbe

= Q

Defivered on ime, on J ' v
budget, with recuired ] |

=1 Such strategies need to
Successiul fecatures and functions

[ —

' re-connect

Late, over budget, and/or with less than
. L with Business Challenged

the required features and funclions.

Cancelled prior bo completion ar
Falled delivered and never used.

= Mot driven by the needs of the public

E sector
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Project Approach

Diagnostics

Leadershap Vision
* Externaland internal assessmant.
* Curront Strategy Riview,

+ Stakeholders Strategic Intents,

= Articulate current and foresaen
operating model.

« Study organisational enablers
[people, processes, technalogies).

International benchmark.

Developﬂ'ient

el
Implementation
Planning

|

Emirates Identity Authority | Conferences in 2011

Emirates |dentity Authority

Federal Governmeant
Crganisaiionin UAE.

Tasked to develop and
Implement Advancad
Mational Identity
Management
Infrastructure in the UAE

Security | Economy
$00 Employess,

Change Need

Outcomes
were not to the satisfaction

and

Expectations

of Stakeholders

Iinability 1o make proactive declsiens,
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Results

Structured (but AGILEjstrategy
development process.

= Maeasurability (through linked KPis)
at every level of the strategy

+ Clear linkages between all levels of

tha strategy

[P Misnd sson o Braieghc Inlenty o
Simtegic Ohjesthn b ey Sutoea farion, in
Vit e, ] Wi By, B iy Eon-chay i N B

*  Every dopartment wore accounted
for vathin the strategy

= Prioritisation of organisation's
technological nesds

Outcomes

Development

16 KSFs were establshed and
assigned [KPs)

20 distinet inftkatives wers
identified

Far every Strategic Objective, a
series of measurable Mey
Success Factors (K5Fs) =
strategic enablers - were
identified in order to guide
PrOEress.

Linking Strategic Objectives,
KSFs, Gages, mnd Indtiatives.

Emirates Identity Authority | Conferencesin 2011

T mtribese ko
individial and national security
[ ikt ahanoeent of Persanal ety o va LGE
msfuritir Pepalation Regtiles wns

kea T be tret princpal reference fr srniiihing perzceal ety and |

pravising g Satm in the Mined s Enicaen : |
’ ., &, ®w, ® ,
e L L. ]

L] A T BTl Ry R | IR B L,
L e T E]

- oy el -t
e Bt varsk B
b o ]
T |
Oipndtens | befasivestme | Geeriyoeoe Lenem e s e
e ey v Etmpm i e
et T ey rep s

——r Flame U g
o

Higgh bevel activities (Hollstle View)

Strong focus on detailed activities
for ICT, plonned timelines, estimated
budgets, and accountabilities were
detailed out for each initiatives.

KPls ware designed and set to
MEsLNe Progress.

This exercise resulted inan
elaborated four-year work plan
linking day-to-day activities within
departments and functicnal units to
the cverall strategy.
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Customer Satisfaction

* Reliability
Situational
* Responsiveness Service Factors
* AsSurance - | Quality
* Empathy
+ Tangibles
Product |—
Quality
|| Personal
Price .

Lessons Learned

Project
Management
Office

Vs.

Strategy
Support Office

Knowledge Driven Economy

Governments need to
learn to be innovate...

* knowledge, skills,
creativity, advanced
learning practices, ...

* Knowledge is the key

determinant of future
economic growth and
national prosperity.

Emirates Identity Authority | Conferencesin 2011

Lessons Learned

Change Management.
= Communication.

* Invelvemnent and contributionof |
ey stakeholders across multiphe ;
levels in the Org. & L

* Structured process guiding the —* T -
development of the strategy. i -ﬂ m

= Detailed and accurate work plan.

= Looking at the “Big Picture” and
longer time horizon,

Performance Management

* KPls alignment with business
strategy

+ ability to assess the "
organization’s progress on ~ T Ty
strategic priorities. ]

« aligned with employees”
individual goals and job
descriptions.

» measurement linked to
“value” to be created,

Lessons Learned

* Core Functions vs.
Support Functions

80%

RESULTS

* Focus on
Customers ] T = e

mosrs T 1he Eadesss
T LS IO TG T T
et Beds NOW Pl e
i i L Hu\uh::‘ =
5 4 o .
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Conclusion

In simple terms.,

Think Simple

+ Innowvation and Knowledge
Management Strategies.

+ Global Economy is based on =
Focus on exploiting knowledge and n\ ?F
Outcomes and innovation. )
Results * Value Creation? t!,,f
DE\'Elﬂp * ability to transform knowledge and
T H innovative ideas into valuable and successful
BI.IEII'IESS .ﬁg“lt? competencies, products and services,

Knowledge Management vs. Innovation

Knowledge management Innovation

* experimentation,
prototyping, and the
creation of the good
practices of temorrow.

« learning from the past
and on current good
practices.

* Encourages
harmonization around
proven practices, from
communities marked by
commanalities.

* Higher risk, depends on
creativity; challenges
known patterns and
perspectives

Need to shuffle our mindset furniture ... Knowledge Management vs. Innovation

e —

enthusiasks, supporters
and early adophers

creators/
ﬁ innovators
pragmatists
(I'll believe it 50% -
|

LLELUSTT when | see it) (They will never

change)

Dr. Ali M. Al-Khouri
. Director General | Emirates Identity Authority | alialkhours@emiratesid.ae
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| Government Trends Guality Focus

Porter's Generic
Business Strategies

—— &
B fest CDiI’fermiation)
g Leadership
?& F ]
& Cost Differentiation
= Focus Focus
Cerit Differengiation
Source of Competitive Advantage

Need to

re-connect

with Business

= Mol driven by tha needs of the public
sector

Emirates Identity Authority | Conferences in 2011

8y

Successful  Delivered on time, on budget, with
required features and functions.

Late, over budget, and/or with less
Challenged than the required features and
functions.

= Cancelled prior to completion or
FE“IEd delivered and never used.

Challenges ! GAD 1931 Ured with
Uahle [sed Lt
el

™ oy
l 1R e quired
51%

Lirdisinhed
¥ harsd

LTI T A (e TTa oIl Lock of Information & Statistics.

+ Globalizalion &
Trends.

* Population
demands.

+ Govermmani
Policles cnd
regulations.

+ Meed for >
Strategic Performance
Flanning.
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Diagnostic Phase

Leadership Vision

= [External and internal assessment.
*  Current Strategy Review,
= Stakeholders Strategic Intents,

* Articulate current and foreseen
operating model

Study organdsational enablers
[ecple, processes, technologies.

International benchmark

m Strategy Development Framework

Development

16 KS5Fs were established and
assigned [KPEs)

= 20 distinct Initiatives were
identifind

* For every Strategic Objective, 8 e
series of measurable Mey -
Success Factors (K5Fs) —
strategic enablers - were
identifled in order to gulde
RrOgress.

Linking Strategic Objectives,
KSFs, Gaps, and Initiatives.

Emirates Identity Authority | Conferences in 2011

Emirates Identity Authority

* Federal Govermnment
Organisation in UAE,

» Tosked to develop and
Implement Advanced
National Identity
Management
Infrastructure in the LAE.

* 900 Employees,
« Annual Budget: 5 200 M.

Change Need

* Strategy focused on Infrastructune and

Outcomes

were not the satisfaction and

Expectations

of Stakeholders

|
= | J plementation
Diagnostics | Development l Planning
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Outcomes

Emirates Identity Authority |

5 ; "-.
(N
The Need for Clear Communication Plan

implementation
Saicoess

Meed bo

v [

M
s

Change
Mormaiy |
St

(1]

Conferences in 2011

High level activities (Holistic View]

Strong focus on detalled activities
far ICT, planned timelines, estimated
budgets, and accountabilities were
detailed out for each initiathves.

KPls were designed and set to
measune progress,

This exercise resulted n an
elaborated fowr-year work plan
Binking day-to-day activities within
departmants and functional units to
the overall strategy.

Results

Structured [but AGILEjstrategy
development process.

Measurability [through linked KPis)
at every level of the strategy.

Clear linkages between all levels of
the strategy

{rees Kt/ Viion ka Sratepic intents b
Sratngic Oijretives, 10 Key Sutoma Masten, 10
imivirheen, s Tieally, 10 dyy 00 by RIWEET)

Every department were accounted
for within the strategy

Prioritisation of organtsation's
technological nesds

T contrituse ko
individual and national security
Utrremm hancemant of Persansl kentity in the LAE,
rats Peguterion Regiuter and
]
Frstmye
P
rsiwps
Shiuriiees | Crelmd mantem | Seewn b s, Lomars Tt il comionl
- et Extwrean the Tt e
e T — s a2 sty
[REE— PR .- it LW [
[ " R i
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Lessons Learned

Conclusion

In simple terms.. Change Management.
Think SIMF['E * Communication.
¢ Involvement and contribution of
Focus on kiry stakeholders across multiple
levels in the Qrg.
Outcomes and
* Structured process guiding the
Results development of the strategy,
DE’UE'OF = Detailed and accurate work plan,
" & * Loocking at the “Big Picture” and
Business Agility gt ot

55 |
|4 RESULTS
* Core Functions vs.

Eresenter: Support Functions
Dr. Ali M. Al-Khouri

Director General

EmlratEﬁ Identlt'r Autharity. * Focus on

c TN V] T T

ustomers e N
Eomes TO” Lhe Sl
[T SuslOMeT &3 =
e Teds NOW LAY
[ oy [Ty -~

JiiJI ii I'\-\.i Ta® i

Project
Management :
Office

':ill..aIkhc-urllt?lemlﬁ‘ﬂesld.ae

Vs.

Strategy
Support Office
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Smart ID Card

" [Hohsl
Ay

billllgens of Investments

Shrdoimissnuinl

Identity Management Systems

Targeting Results

brtererternl Vimma

National Security and Access to
Services

Lessons learned from UAE Mational 1D Programme

Corderencn

Location

w

&

=

& 3 Hatioani

- | identity Managrmon

i Rrtroduction

Y

E Hationa! |5 Brivieg forcos
o AK I Case Shady

?En l__,,__. = ) : Rnglstrazion Process
= wrilfbcatitin by met gt statistical info. - : + The New Sirsseny
[ ; s i -3 b s !

= i I § . + Maragement Comalderatiom

# Y e Y
i ik - (N
ID Card Projects in GCC Countries Agenda
Country | Program Testal Registered | %tototsl | Baometsics
S1art Yo .
200 2B.6R5 613 1.2 mifllpm 4. 5% ¥ Flat prings
UAE 2008 | 8200000 | 24malion | 29% “"":;_::'"‘
! . 4 -
Bal
Kuraadi 2005 2651158 200,00 I% ot -
|Babraim | 2005 | 1039097 | A00000 | TESW | JuFlaprints
Qatar 2007 833,285 100,000 1% R
SR |V T ISR | L. L
e Oman 2004 | 3418085 Al oo 2x Flat peinta
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E .:‘1

Early Enrolment Plan

Strategic

Nadd 2008 End of Objective
ROIO
1.2 Million
1

people

[ T
v f - Population Census
(i

I

d 1210

do

T
uopen

2010 Census 2005 Conaus

E ¥ J 9
The Challenge of Enralment

eiing. | e | 00 | g [t &

Dol regluaretion. |

Rtz i L ! axa | wpem 2,000 0008

Cardy par year | rmaow noseend | moood | daow A G008
—— — z:

Time nesded to

{
it 2Amition | 10,2 1 7.2 4.1 2.7 1.6
| Tieme sisings hraars] | ] | ar | wa HE 1
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E ¥ J 9
ID Card Projects in GCC Countries

Country 0 tatal

pesed |
[

WAL | 2

. |

| Bahrain FT | T i
L]

Qatar | o

e (TT 57 Bt TS

g =y
The Challenge of Managing Large Projects

+ Associated and Interlinked Elements: technical,
psychological, project management, marketing,
level of complexity, application, etc.

* Large Projects:
probability of Failure is High (70%)

E .j-.
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E ¥ J 9
The Core Pillars of Strategic Directions

ied, Customer

E ¥ J 9
The Operating Model

Enmiment

i hift i re operations over time

Emirates Identity Authority | Conferencesin 2011

E .:‘1

X-Registration Process

Application Form

Auwragn Registration
Proess Duration :

" N— 20 Minytes
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Registration at
Labour camps
through Ministry
of Labour

Shilting Leriain TundBioss 10 Typing dnties

| # Mpmlation izem
=% « Scantng i degsmen
= farmrng i Phono b

New HRegistration Process

Dol 15 -
. * Reteming et
Sagmpimment ) Targeted Process
Completion Time:
B-10 Minutes
E (Fhoto & 8 THETIICE

eyl ® (ual v Fa wraen Capturing]
— —

4
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BusinessProcess | | registration with

Registration at

I

20% 80 %
UAE Mationak Foreign Residents

ndring wien
Immigrathon
Procedures

|Wenidpeicy ihisirdw gt
I renewsli|
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Time and Overhead Optimisation

.:‘1

The pew procett han redused th tiee (0 procea sach appleation by 495 sad

bmetiics cagtare and dats verilicabon averbead by 43%

Rechkaction in Time Reduction in Overhead
Wmstes per Apghcstan ALD per Agplcation
Time Savings | =~ Money Sovings
in 3 years 1 in 3 years
i
5 mitlion hours i S$100 mition
H]

* Management Considerations

Management Approaches

Ir's e Wall 11

It is & Faw 1

\e-

W ina Tree [}
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New Strategy Results  KP| (Key Performance

Indicators )

Registration Capacity: 300%
* Reghtration time: 500%

* Walting time: 1000%

* Fingerprint quality: 97%

*  Staff Turnover: 60%

+ Customer Satisfaction: 52%

* Enrolment: > 1.5 million
people in less than 1 year .,
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Impact of unfocused management decisions

A
Change \:ll'[

Managoment # -
Decisions . "  Target

Financial Impact
Change Management

.Time Dimension

Organisational Pillars

Project Dimensions

All government projects BKD of ese e 2y
A i the isation in r
fail to deliver within the ‘ d:m:m onin dilfecer
four dimensions... i -
People
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Capturing Requirements: The Bathroom

Suppose we build houses the same way we implement lange systems?

* Puzzled owner: “Where are the bathrooms”

= Contractor: “What do you mean ‘bathrooms,’
there are no bathrooms in the spec.!”

* Angry owner: “Who'd be dumb enough to build a
house without bathrooms? It never occurred to me

to require them."
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