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WHAT IS EGOV? 
 

òElectronic Government essentially refers to the utilization of Information Technology, 

Information and Communication Technologies and other web based telecommunication 

technologies to improve and/or enhance on the efficiency and effectiveness of service 

delivery in the public sector.ó 

 

- Jeong (2007) 

 

 òEgovernment can be referred to as the use and application of information technologies in 

public administration to streamline and integrate workflows and processes, to effectively 

manage data and information, enhance public service delivery, as well as expand 

communication channels for engagement and empowerment of people.ó 

 

- United Nations Public Administration Network (2014) 

 

 



WHAT IS EGOV? 

A vast and complex topic covering a range of services and facilities 

 

Not just Centrelink and DHS but covers:  
 
Tax,  ABN applications,  passport and visas,  Medicare,  parental 
payments,  childcare rebates,  rate payments, registering a pet,  car 
registration,  getting a new bin,  paying a parking fine,  paying student 
debts,  superannuationé 

 

eGov is a global issue and is affecting many modern countries 

 

 





 

In any month 1 in 8 Australians aged 14 and over will look up Government services 

online  

 

 

 

 

 

 

 

        

 

      And yeté 



Computer says noé 



  

 

 

 

 
 

Have you used a Federal Government service in the last year? 
 
 

 
 

     Did you do it online? 
 
 

 
 

     Can you remember your MyGov password? 
 
 



Express Plus 

Centrelink 

Express Plus 

Child Support 

Express Plus 

Families 

Express Plus 

Job Seekers 

Express Plus 

Lite 

Express Plus 

Students 

Express Plus 

Seniors 

Express Plus 

Medicare 

 
 

     eGovernment Applications - DHS 
 
 

 
 

     And nowé 
 
 





WWW.GOV.AU/ALPHA   

2016 will see the introduction of the www.gov.au portal 

 

 

http://www.gov.au/alpha
http://www.gov.au/


INFORMATION NEEDS IN THE PUBLIC 

 Government taking a òOne Size Fits Alló approach 

 

 Assumptions about the publicõs: information needs and digital literacy skills 

  

 What is heard vs. what is meant 

 

 Moving into a majority digital format too soon, putting the horse before the cart. 

 

 Underestimating the value of specialist knowledge and reference services in face-to-face 

interactions 
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CENTRELINK DOJ PASSPORTS 

Areas of service where staff  

have seen increased demand  

for assistance include: 

  Centrelink 

 

            Department of Justice 

 

             Passport Applications 
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HOW HAS EGOVERNMENT IMPACTED OUR WORK? 

 Over 90% of respondents said that time spent with patrons has increased 

 

 Only 16% of respondents stated they believe they have the training required to adequately assist patrons 

 

 More than 80% stated they didnõt have the time to deal with the amount of enquiries and that spaces 

werenõt adequately designed 

 

 Security, personal data and privacy  

 

 45% stated that demand is such that partnering with other agencies and organisations is a consideration for 

the future, alongside hosting classes 

 



IMPACT ON SERVICES 

What we know: 

 

 

Increasing expectations of eGovernment support 

 

Time taken to service eGovernment queries are on the rise 

 

Library staff and eGovernment skills 



HOW DO WE BECOME EGOV READY? 

Start with the ôeGov Ready Library Toolkitõ 

Traffic light toolkit v10.xlsx
Traffic light toolkit v10.xlsx
Traffic light toolkit v10.xlsx
Traffic light toolkit v10.xlsx



