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Achievement on
Digital Government Services
Assessing the impact of a digitalfirst government
With technological disruption being a global force,
the government of Singapore has embarked on
the Smart Nation journey in 2014 to improve
citizens’ lives and create exciting possibilities.
Five years since the launch of the Smart Nation
vision, government services have been
transformed by leveraging data analytics, artificial
intelligence, Internet of Things, robotics and
smart systems.

Building on the foundations laid by previous
digital government masterplans, this new era of
change will fundamentally transform the
Singapore economy and the way its people work
and live.

As a partner of governments around the world
that seek to deliver technology-enabled change,
Sopra Steria Asia conducted a survey of 1000
Singaporeans, aged 18 to 64, to understand their
sentiments towards digital government services,
as well as their experience of and expectations for
change.
The same survey took place in five European
countries namely the United Kingdom (UK),
France, Norway, Germany and Spain in November
2018. As a result, we can compare how citizens in
Singapore experience digital with others across
Europe and help digital strategists across the
public sector assess alternative approaches.
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Current state
of Digital Government Services
Are citizens digitally ready?
With Singapore at a pivotal moment in its digital
transformation journey, we found high citizen
satisfaction with Singapore’s digital delivery. 87%
describe the current degree of digital
development as ‘advanced’.
Citizen view of the current development of digital
government services
Very Advanced

18%

Quite Advanced

69%

Not Very Advanced
Not Advanced At All

12%
1%

Digital government services in Singapore are
believed to be more advanced compare to other
European countries such as Norway (82%), France
(72%) and the UK (65%) as well as others private
companies offer.

82% of citizen feedback that digital tools and

digital government services are increasingly easy
to use.

95% are willing to use new digital tools even if

it requires change in their habits.

Education is the most advanced online digital
government services in Singapore (80%) and
follow by civil status (79%), health (76%). Social
security (60%) was judged the least.
With evolving user expectations among citizens,
the government must be ready to deliver citizencentric
digital
government
services
in
collaboration with citizens. Health services are
considered a priority for digital development by
58% of respondents, followed by education
services at 34%.

90%

agree that it is possible to improve the
quality of digital government services through
grading and evaluation. 43% of respondents also
wish to be involved in policy-making using
collaborative and social media tools.
Security and ease of access remain key concerns
in the move towards digital government services.

93% of citizens said they

were worried that someone
other than themselves could
assess their data.

76% of citizens have faith

that the government will take
steps to protect their personal
information.

82% empathise that digital means will make it
difficult to access government services for certain
groups of people. However, 91% of citizens
exhibit confidence in government policies around
digital government services and believe in the
capability of the people working in the public
sector.
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User experience & attitude of
Digital Government Services
Citizens want to engage more
The use of digital government services is
pervasive in Singapore and citizens are keen to
engage with the government digitally. Our
findings show that 9 in 10 citizens have
experienced government services online, as
compared to 7 in 10 citizens in European
countries such as the UK, Norway and Spain.
Overall user experiences in using
digital
government services, on a scale of 0-10, citizens
shared that they had a higher level of satisfaction
when engaging the government online (6.8) as
compared to visiting a branch office (6.4) or
making a telephone call (6.0). This could be why 6
in 10 citizens in Singapore use digital government
services multiple times a year.

A clear validation of the government’s
digital-first policy.
By Internet

6.8

At a branch office

6.4

By telephone

Complicated
procedures
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Our research reveals that citizens want digital
government services that are safe and simple. The
majority of citizens view that digitalisation has a
positive impact on the quality of both
government services (72%) and interactions with
the government (64%). 8 in 10 citizens uphold
that it should be a priority of the state to
increasingly deploy internet and digital
government services in its relations with the
population. This is a similar view held by citizens
in Norway and Spain.
As health and education are closely intertwined
with their lives, citizens believe that these two
areas of public sectors should make digital
development a priority. As digital development is
seen to be low for social security, more focus
should be placed on this.

Priority areas of digital government
services
58%
30%

34%

Social security

Education

6.0

Though citizens are quite enabled in accessing
digital government services, more than half (57%)
sometimes need help. Reasons that were cited:

46%

Citizen recognises the important of
going digital

30%

22%

Difficulty in Need to repeat
finding the
the same
right website Information
many times
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Health

Online services that are intuitive are more likely
to be adopted rather than offline alternatives.
Accordingly, citizens want procedures relating to
life events such as health (52%) and making
requests for assistance (30%) to be prioritised as
current online procedures are deemed to be not
user-friendly (36%) and require the input of the
same information multiple times (33%).
Improving usability (96%), simplifying the
language (95%), and being able to complete all
steps in a consistent way (94%) would help
simplify online access methods.

What future digital service
do citizens want to shape?
A co-create technology enabled
future
Citizens in Singapore appear to value the outcome
of digitalisation when it becomes manifest as
well-designed online services. 9 in 10 citizens are
willing to use new digital tools even if it means
changing their habits. This is because digital
government services are believed to save both
their time (96%) and that of the government’s
(93%), while simplifying procedural steps (92%).
The development of digital government services
will thus prepare Singapore for the future while
simplifying citizens’ lives.
Citizens clearly want services that are
straightforward to use, and that are worth using
to save time. However, they recognised that
digitalisation will make access to government
services more difficult or even impossible for
certain groups of people. In fact, 74% believe that
the digital revolution will reduce the number of
public jobs.

82%

Make access
to digital
government
services more
difficult
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74%

66%

Reduce the Make it hard for
number of
certain civil
public jobs
servants to
adapt to the
change
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Citizen concerns
Despite the benefits of digitalisation, our research
revealed significant levels of concern over data
privacy. 93% of citizens are concerned that their
personal data might be accessed by someone
else, and that the data will be used in ways that
are counter to their personal interests (89%). Our
survey revealed that 7 in 10 citizens expressed a
clear mandate in the government’s ability to keep
citizen data safe, as compared to 5 in 10 in
European countries such as the UK, Spain,
Germany and France.
Someone will access the
data I am entering

93%

My data will be used that
are counter to my…

89%

No access to
support/assistance

78%

Won't be able to re-access
my data

78%

To make online services a compelling first choice
for citizens, the citizen requested the government
must prioritise a fundamental redesign in its user
systems. About half of citizens surveyed want to
have access to an online citizen account that
updates them on their interactions (49%), while
41% want the creation of a one-stop digital portal
for interacting with government agencies.
Respondents are in favour of being active digital
citizens who evaluate digital government services
online and help improve existing services in order
to improve the quality of these services.

Positive attitude towards
future initiatives
Citizens have faith in the
government’s organisational agility
Citizens are confident in the government’s ability
to navigate the digital game.

In countries such as Germany and UK, just 6 in
10 citizens embrace that their government has
the will to make digital progress. Only 4 in 10
citizens in the UK, Norway and Germany feel
informed about digital transformation policies.

79% agree they have meaningful visibility of

the government’s efforts to digitise government
services and 77% believe they are well-informed
about digital transformation policies.

9 in 10

Singaporeans agree that
government policies around digital
transformation are going mostly in
the right direction

8 in 10
Citizens also believe that the
government has the will and
capabilities to develop digital services
and lead its digital strategy.
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As compared to just 7 in 10 in Norway and
Germany. This is accompanied by a strong belief
that people in the public sector have the
necessary skills to support the future
development of digital public services (72%).
This is significantly stronger than attitudes in
European countries such as the UK (53%),
Germany (52%) and France (49%) towards the
government.

What ‘s next for
Digital Government Services?
A Technologically Advanced, Citizen-Centric Era
The Singapore Government’s digital movement is progressing at a relentless pace. Our research
suggests a strong support for Singapore’s digital evolution on the part of digitally active citizens,
who are keen to collaborate with the government to bring change.
Citizens appreciate the government’s re-imagining of public services, and are increasingly
satisfied with online services compared to traditional engagement means such as phoning an
agency or making a visit. Services relating to education &
health should remain first on the government’s priority
Chiann Chiann LEE
list, and consistent steps should be taken in addressing
Marketing Manager
citizen feedback such as simplifying language and
Chiannchiann.lee@soprasteria.com
improving usability. Building trust in the government’s
ability to deliver safe and secure digital services was also
+65 6578 9988
found to be a key pillar in the move towards digital.
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About Sopra Steria
Sopra Steria, European leader in digital transformation, provides
one of the most comprehensive portfolios of end to end service
offerings in the market: Consulting, Systems Integration,
Software Development and Business Process Services.
Sopra Steria Asia is the Asia Pacific regional headquarter office
for Sopra Steria Business in Asia Pacific region. Sopra Steria Asia
are located in Singapore, Hong Kong, Malaysia and China. Sopra
Steria Asia’s domain specific: digital, mobility and security
solutions that meet the diverse needs of both government and
commercial customers and consistently offering innovative ways
to keep clients ahead of technology, sustainability and
operational developments.
For more information, please contact:
Sales.asia@soprasteria.com

Sopra Steria
9 bis, rue de Presbourg
75116 Paris
Tel: +33 (0)1 40 67 29 29
www.soprasteria.com
Sopra Steria Asia Pte Ltd
3 Fusionopolis Way,
#12-20 Symbiosis
Singapore 138633
Tel: +65 6578 9988
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