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“Australians are embracing technology
like never before and they expect
services – whether they are coming from
government or the private sector – to be
simple, convenient and easy to use.
It is our responsibility as a government
to ensure that we rise to meet those
expectations and make sure that we,
as a nation, are keeping pace with
technological change”
- Hon Michael Keenan MP
Welcome to the 2018 Citizen Engagement Study, commissioned by SAP Australia & New
Zealand. As referenced by the Hon Michael Keenan in 2018, Australia is expected to be one
of the top three digital governments in the world, and since SAP first undertook the original
Digital Experience Report in 2016, it is evident that all Australian Federal Government and State
governments have a keen desire to digitise more services. Further, through digitisation, Federal
and State governments are continually looking to improve the user experience for their citizens
and businesses to drive prosperity.
David Thodey, Chair of the Australia Public Service, recently remarked that while governments
cannot ascertain the future, policy experts expect a certain number of megatrends in 2030 – one
being rising citizen expectations.
“Citizen expectations are rising. They expect the same level of service from government that they
get in other aspects of their lives, including the tailoring of services using the latest technologies”.
The reality is citizens want to access information via any channel of preference on a self-service
basis, in the most seamless and easy way possible.
So how are citizen expectations currently being met? What are the motivators and barriers to
citizen engagement, in an environment where societal expectations are evolving?

Understanding
citizens
motivations

Drivers of
adoption
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Building trust,
loyalty and
advocacy

This survey, looking at both online and offline interactions between citizens and government
services, was commissioned by SAP and AMR to further explore the adoption of government
services in Australia and how citizens rate their experiences. The approach undertaken for this
study is based on an industry-lead literature review and interviews with experts from various
government agencies and citizen groups, which laid the foundation for a study to assess the
motivators and barriers for citizen engagement.
The report draws on offline and online research of 4,000 Australians who rated core aspects
of the experience engaging with government services. The results offer insights into citizens’
expectations of government and the role of Trust and Inclusion, key fundamentals identified in
the study for positive citizen engagement.
The findings from the study particularly associated with Trust and Inclusion are as follows:

48+G 51+G 66+G 27+G
50+G 18+G 41+G 37+G
48%

51%

66%

27%

of respondents did not
understand how government
would use their data

of respondents were concerned
about the security of their data
and privacy

of respondents thought that the
data government requested was
not excessive

of offline respondents do not
trust the government with
their data

50%

18%

41%

37%

of respondents who reported
disabilities suggested
government services could
be made accessible for their
additional needs

of respondents were not
comfortable with the language
text was written in

of respondents could not
download relevant apps or
forms quickly

of respondents could not
download data nor access services where and when it suited
them

10+G 52+G
10%

52%

of respondents have little or no
internet access

of offline respondents prefer
interactions to be face-to-face or
over the phone

3/16

The expectations on the way citizens engage with governments may set a new paradigm,
resulting in a modernised approach to how services centre around the needs of the citizen. This
will require a shift from a transactional point-in-time interaction, to one that is continuous to
ensure that the best outcomes are being achieved for the individual.
Many government agencies are already executing on these principles. For instance, Service
New South Wales has launched the Digital Driving Licence trial, an initiative aimed at delivering
a trusted form of digital ID that can be leveraged at any time by the citizen whilst also reducing
fraud.
Service NSW has also introduced the ‘Cost of Living’ initiative, a connected omnichannel citizencentred service based on a challenge facing 1 in 10 NSW citizens. This is a great example of how
governments can focus services around the citizen, a foundation for smarter, more intuitive
citizen-centric designed services. Off the back of this, NSW Government has recently launched a
state-wide blueprint based on the aspects of delivery and funding, with the objective of making a
repeatable success of these initiatives.
From a federal perspective, the Data Integration Partnership of Australia will further deliver:
• Improvement of data integration capabilities
• Confidence in privacy & security
• More use of data for analysis
• Enhanced connections between data and education, health and welfare
Alongside Australia, European governments are blazing the trail for citizen engagement. The CIO
of South Tyrol, Italy has a bold aim, to make citizens’ experience dealing with public agencies
so enjoyable as to match the beauty of the local Dolomite mountains. Through an innovative
blockchain pilot, it has created a chain of certification that authenticates and maintains people’s
data indefinitely – removing the need to verify every instance of someone’s data each time a
citizen enters their personal information. This is enabling South Tyrol to deliver better services to
citizens, simplify process and reduce manual effort, whilst increasing transparency.
As governments move to better deliver experiences that meet citizen expectations, these types
of survey, in addition to other information agencies glean from the user experiences of citizens
and businesses, are valuable to identify where services can be enhanced, and which areas are
critical to building trust and inclusion.
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Top 3 Positive Digital Engagement Attributes (Ranked 8-10)
In a language I am
comfortable with

Completed Digital
Transaction Smoothly

82%

Did not have to go to multiple
sites or agencies

66%

68%

Top 3 Offline Adoption Attributes
Prefer face to face
interactions

No digital version of
the service

52%

30%

The digital transaction
was too complex

31%

Top 4 Commonly Used Digital Services
File individual tax
return (not through a tax agent)

30%

Use MyGov Portal

Register a vehicle or
renew registration

63%

45%

Pay a Toll

29%

Top 4 Commonly Used Offline Services
- Register a vehicle or
renew registration

18%

Pay for or renew
a driver’s licence

Use eGate Arrivals
and Departures

17%

15%
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Apply for, renew or
replace a passport

8%

The research: Trust & Inclusion Key pillars to instilling a citizen centred
service
This report has been designed around the adoption attributes of offline services, and primary
attributes of effective digital government service delivery. Each of the sections are shaped by
conversations with government here in Australia and around the world, providing actionable
insights backed by findings from the local research. The 4,000 people interviewed had used at
least one of 20 Australia Government services, with 2,800 of those surveys conducted online and
1,200 over the phone.
The findings of this survey focus on Trust and Inclusion, as they are most commonly referenced
as the reason an experience was deemed positive or negative.
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Pillar 1: Trust
According to the 2019 Edelman Trust Barometer, globally, there
is a growing expression of concern and distrust from citizens
in government and politics. This makes it increasingly difficult
for governments as they look to modernise and improve their
service experience, as citizens remain hesitant to share their
personal information. A key insight of this study reveals that
whilst citizens articulate their growing desire to engage through
more digital, convenient channels, this conflicts with their
overall mistrust in the ability of government to keep their data
and information safe. Determining how to equally address and
satisfy these two contradictory sentiments will help set the
foundation for how governments can positively engage.

Trust in Data Protection
In the research, less than half of the digital engagement
respondents (48 per cent) understood how government
would use data in delivering a service and only 49 per cent
were confident that their data and privacy was secure. Less
than two-thirds would agree the data required of them wasn’t
excessive. 27% of offline respondents shared they don’t trust
the government with their data.
According to the 2019 Edelman Trust Barometer only 42 per
cent of Australians report they trust in government. Housing
affordability, stagnating wages and yet another federal
leadership spill are highlighted, as just some of the reasons for
this.
Greater transparency about how data is being secured,
what it is being used for, who it is being shared with and how
government is making decisions based on that data, is a good
starting point to helping instill citizen confidence. It is inevitable
that not everyone will completely trust government with their
personal data, but most understand that, unless a specific level
of data is shared, then the level of service a government can
provide is compromised. This concept increasingly applies as
much to the private sector as public.
The most fundamental element of instilling trust is getting
the basics right – convincing people that data is secure, that
services are accessible and easy to use, that the delivery of
those services will be personalised to suit their needs. The
2017 Digital Experience report shared that ‘feeling safe &
secure’ was the top-ranking attribute that determines a positive
engagement with governments. Interestingly, the attribute of
‘uses preferences without infringing on privacy’ ranks sixth in
importance, but alarmingly scored 0 per cent on performance.
The gap of trust in data protection was particularly highlighted
here.
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Online
Understand how Gov plans
to use their data

48%
Confident that their data
and privacy was secure

49%
Agree data requested
wasn’t excessive

66%

Offline
Offline respondents
shared they don’t trust the
government with their data

27%

A good example of how a framework can be applied to instil
trust in data protection is the European GDPR ruling. Whilst,
not specifically related to Australia, it involves the principles of
control, visibility and access, ultimately giving control back to
the citizen.
A point of differentiation between private organisations and
government is the concept of inter-agency data sharing, which
is typically controlled by data sharing agreements. In situations
where citizens interact with the “government” as one, rather
than just a single self-contained agency (in the private sector
this is a company equivalent), they are more willing to accept
the need for heavy data sharing and collection, so long as the
process is transparent in how that data is tightly managed from
a privacy, access and usage perspective.
A lot of this comes back to identity, which creates opportunities
for personalisation. Citizens can become frustrated when asked
to provide the same information again and again, as they move
from one channel to another. Taking the view that a service
should be viewed as an end-to-end process, regardless of the
individual system or government department that manages the
data, can result in a better service delivery experience and more
informed policy decisions.
We see examples of this type of initiative with government
portals being single windows into processes spanning
multiple agencies. One such example involves a single point of
interaction, a trade portal where import or export processes
are enabled for commercial entities. Each of these traders
experienced a more positive experience, in return for the data
they share, as they interact more efficiently through joined-up
government processes.
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Online
Preferences were taken
into account and services
personalised to their needs

45%
Satisfied that their feedback
was taken seriously

44%
Do not have to repeat
personal information
previously provided

55%

Queensland’s OSR – Being the responsive service
to improve tax payer outcomes
The Office of State Revenue (OSR) is currently undertaking a three year digital
transformation program to make tax and revenue management more “customer‑centric, digitally‑enabled and data‑driven.”
OSR is using machine learning to deliver valuable insights into revenue compliance
and debt management, predicting taxpayers at risk of not complying with their tax
obligations or defaulting on their debt obligations.
OSR commenced this initiative with a proof of concept focused on land tax, pushing
more than 187 million data records from 97,000 taxpayers over a 10-year period
through the machine learning application. With only limited data used in the proof of
concept, the application was able to predict with 71% accuracy when a taxpayer may default on their debt. These insights are expected to reduce debt levels by at least 5% and
have enabled OSR to implement more targeted and proactive campaigns. The machine
learning solution is now being extended across all revenue lines for both debt and other
compliance activities.
OSR says a more responsive and tailored approach to individual taxpayers will lead to
more timely collection and reduction of debt, reducing interest and penalties for taxpayers and generating additional revenue to fund essential services and infrastructure for
the Queensland community.
This has enabled Queensland Office of State Revenue to:

Make better decisions through data
driven insights

Re-define business processes, with
taxpayers at the centre

Generate a 360-degree view of
taxpayers needs and behaviors

Predict taxpayers at risk of default with
71% accuracy

Enable proactive, personalized payment
plans and support for taxpayers to
better meet their financial obligations

Implement targeted campaigns to
reduce levels of debt by at least 5%
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The balance of personalisation
The other aspect to building trust with citizens in regard to their
data collection and use, is to ensure the appropriate data is
collected and used for the service that requires it. Governments
can achieve this by carefully mapping and understanding
the appropriate levels of personalisation and testing user
sentiment to these services before introducing them. The
way data flows through interactions is important, such as the
context of how and when you ask people for information and
how that information is presented back. The pitfalls of striking
an appropriate balance of data collection and personalisation
incorrectly can be the difference between being labelled ‘Creepy
or Cool’.
There’s a tipping point in digital engagement that moves from
being helpful to being perceived as intrusive. Governments, as
well as private sector organisations, are continuously aware
and careful not to overstep the line. This adds an extra burden,
because people have less trust in government use of data - yet
there’s greater expectation that it will be used to help them.
There are two countervailing pressures – people expect
government to know everything when it suits them, so when
they update address details they’d like that to be applied
instantly to every agency and department across all levels of
government. But there’s also deep mistrust of how government
uses personal data, especially for the purposes of compliance
when it comes to tax or benefits.
Adding greater transparency into the reason why data is
being collected was also stated as an influence on how people
perceived or reacted to government asking for it. For example, if
you are providing an emergency service, it is relevant to ask for
somebody’s location. However, if the motivation is debt or fine
collection, that may ring some alarm bells.
Our research shows levels of personalisation are perceived
as improving, but progress is still required. Based on the
digital engagement respondents surveyed, 55 per cent of
people were pleased to experience that they do not have to
repeat personal information provided previously. In terms of
improvements, only 45 per cent of respondents stated that
they believed preferences were taken into account and services
were personalised to their needs. The majority don’t see this
changing anytime soon, with just 44 per cent satisfied that their
feedback was taken seriously.
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55%

pleased that they do not have
to repeat personal information
provided previously

45%

stated that they believed
preferences had been taken into
account

44%

were satisfied that their feedback
was taken seriously

The recent Facebook accusations on privacy infringement raised a great amount of public
awareness on how people can regulate personalisation based on the level of information they
choose to provide. While less data may result in less personalisation, sophisticated experience
design acknowledges that putting the choice of service level received in the hands of the
individual provides them with a greater sense of control over their information. Therefore, they
may be more willing to provide additional information if they know that it is possible to restrict
access at a future point in time, on their own terms.
In the private sector, the opt-in or opt-out choice can be more straight forward as the individual
ultimately decides whether gaining access to a product or service is worth parting with their
information and data. With government, however, it is much more challenging because in many
situations there is no opt-out choice (e.g. the legal requirement to file a tax return or vote).
Governments can counteract potentially negative sentiments citizens may harbour by making
it clear what the information collected is being used for and asking consent for any additional
information that could help personalise services, over and above the minimum data required.
People want control over their information and expect that they will be asked to provide consent.
If information is needed, permission should be asked upfront. This includes telling people how
long the data is planned to be held for and seeking consent for this timeframe. One of the largest
causes for concern from citizen occurs when data needs to be shared with other agencies or
private partners, and the perception is that consent was not provided. Many of these challenges
can be pre-empted by giving people regular updates and enabling processes where they can
track access and permissions easily for themselves.

“Citizens want all of their information to be available and easily accessible
in one place. Data-driven government means they only need to register
once and, with a single version of the truth, this knowledge extends across
every interaction.”
Chris Atkins,

Vice President Digital Government Transformation, SAP
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Pillar 2: Inclusion
Establishing trust is a challenge if people struggle to access
or use the services being provided. This is where inclusion
becomes critical. Empowering inclusion, whether it is looking at
the concept from a rural perspective, or to the most vulnerable
in society, the key is in how you leverage data to understand
your citizens’ needs, and align a relevant, accessible service
to support them. There are many strong examples of where
governments are leveraging new approaches and technologies
to make their services as inclusive as possible. The Department
of Human Services is leveraging text to speech technology,
which converts text into audio speech on any of their sites at
the touch of a button.

45% who reported disabilities
didn’t agree that services were
made accessible

18%

stated it wasn’t in a
comfortable language

Accessibility of services
The accessibility of government services as a subtopic of
inclusion, has a correlation to the level of trust and advocacy
citizens have in their government.
From the digital engagements, almost half of people who
reported disabilities (45 per cent) did not agree with the
statement that services were made accessible for their
additional needs, whilst 18 per cent stated that information was
delivered in a language they were not comfortable in.

41%

couldn’t download relevant
apps or forms quickly

Furthermore, from the respondents surveyed upon digital
engagement, a significant number of people were unable to
download relevant apps or forms quickly (41 per cent), access
services where and when it suited them (37 per cent) or easily
navigate online services (36 per cent). This complexity impacts
the level of accessibility, and in turn negatively impacts the
perception and trust citizens hold about government.

struggled to access services
where and when suited

The digital divide continues to also play a factor. From the offline
respondents, 10 per cent of people still stated they had little
or no internet access. Additionally, there are also digital and
general literacy issues. Some respondents do not understand
the forms they were required complete or were unable to find
the information they needed online. There are lots of barriers
to overcome in directing people online and thereby increasing
digital engagement.

couldn’t navigate
easily online

From the offline engagements, 52 per cent of the people we
surveyed said they generally prefer interactions to be face-toface or over the phone. The reasons stated for this were that
most just prefer human interaction (89 per cent), but many
also felt that it was quicker or cheaper to achieve what they
wanted through offline channels (45 per cent). Other reasons
provided for why offline services were preferred included that
they do not trust government with personal data (27 per cent)
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37%

36%

52%

offline stated they prefere
face-to-face engagements

or they previously had a negative experience (24 per cent).
Although digital-only is not a truly inclusive approach, many
more people could be using digital channels if digital services
met their needs and were simplified. However, the reality is
that digital services will not be the answer for everyone. Where
government can increase a positive experience, whether offline
or online is by identifying what an individual’s preference is, as
soon as possible, and ensuring that they are directed to the
right channels and given help where it’s required. Mapping
citizen journeys will help government make it easier for people
to access relevant services.
Providing informed and interactive guidance is a powerful way
to build people’s confidence. There is an opportunity to provide
more tutorials, self-help tools and chatbots with live help
when online behaviour suggests someone is having difficulty.
A growing trend to consider is leveraging digital assistants,
live chat or chatbots to offer help when someone is spending
longer than expected to get something done. Another service
experience solution is providing online tutorial videos that preempt pain points.
Another best practice approach to improving the accessibility
of services involves establishing data-rich, continuous
feedback loops. The challenge in understanding the impact and
accessibility of service delivery is often a result of the fact that
citizens may interact and engage with different stakeholders,
different systems and even different departments over the
course of one end-to-end journey. Thereby, forming a full
picture of how effectively and efficiently an individual accessed
that service can be difficult to assess, given the data can be
disparate, difficult to link together or even duplicated. There is
rarely a single, trusted repository of all information relating to
how someone engaged with a service and to what extent was it
an optimally inclusive experience. One approach is to establish
feedback loops that link to all stakeholders, interactions and
systems in the end-to-end delivery of a service and draw that
data altogether into a single source of truth. This should include
feedback from third-party organisations involved in service
delivery. Data-driven decision making is then more readily
achievable as citizen-facing service providers and systems can
access this information to inform what actions are taken.

With access comes increased inclusivity.
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89%

of them prefer
human interaction

45%

thought quicker
and cheaper offline

27%

didn’t trust gov
with personal data

24%

deferred to offline due
to negative online experience

10%

little or no access
to the internet

An inclusive omnichannel engagement
The other aspect of inclusion comes down to channel availability. Effective citizen engagement
should take an omnichannel approach, encompassing multiple online and offline services tailored
to meet the needs of specific groups. The 2017 SAP Digital Experience Report highlighted how
organisations can improve their digital experience scores by enabling customers to interact
across multiple channels.
An omnichannel experience can be described as that in which citizens can interact with
Government face-to-face, on the phone, online and through social media. The key to a
successful omnichannel engagement relates to ensuring that the citizen still experiences the
same level of satisfaction and access to information or service, no matter which medium they
elect to use. Governments are exploring new and innovative ways that their service experience
can be delivered through a multitude of mediums, that citizens can access information and
perform transactions easily and consistently based on their specific needs, requirements and
preferences. Digital assistants, language translation algorithms and voice to text conversion
tools, are just some examples of how information can be provided across different channels to
meet the needs of citizens with different abilities and requirements.
In summary importance rests on; recognising the needs of citizens and acting accordingly, to preempt a level of service which meets their requirements, while critically addressing the inclusivity
of all. Data intertwined with the omnichannel experience capabilities will power this to a new level
of pre-emptive government services for all.

“The opportunity is here to deliver new, better, and more effective services
to citizens by adopting a data-driven strategy that enables real-time
insight and analytics – resulting in greater public confidence and higher
engagement”
Chris Atkins,

Vice President Digital Government Transformation, SAP
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Citizen engagement key to Christchurch’s digital
transformation
Christchurch City Council wanted to modernise the management of organisational
information, technology and citizen experiences in line with the reputation of the city.
As part of this strategy, the council took the approach of moving business processes to the
cloud. In addition, Christchurch City Council wanted to streamline its back-office processes
to integrate with tailored omni-channel experiences for its 380,000 citizens.
With legacy systems in place across 11 different systems, integration was a challenge and
made it difficult to mine, organise and action incoming data. The Council was unable to
automate actions, relying on manual data entry and email reporting.
Dana Burnett, ‘My Council’ Programme Manager at Christchurch City Council, says a key
focus was providing citizens with a range of communication channels to choose from when
dealing with the Council.
“With the deployment of SAP Customer Experience solutions, we’ve developed a digital
interface for citizen engagement with the Council. Users can now pay for or log requests
for services via the website or mobile application, using the integrated camera on a mobile
device to capture an image of the issue such as a pothole.
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Conclusion
It is clear that Australians have embraced the evolution of technology and the way in
which it has digitised and brought information, communications, products and services
into our lives at our fingertips. This is true of both the private and public sector – with
governments firmly embracing and ensuring that they adapt and modernise services to
meet the rising expectations of citizens and make sure that they keep pace with change.
The SAP Citizen Engagement study indicates that Australians are embracing & adopting
these digital services but that whilst engagement is strong, there is still a gap between their
expectations of how they should be engaging with government and the reality. The study
indicated that there are two foundational pillars of focus to help to elevate citizen engagement
– trust and inclusivity. Trust reassures citizens that governments are respecting their private
information and only using it to improve the experience and outcomes for the communities
and people that they serve. Inclusivity highlights the need to make sure that everyone, no
matter their experiences, abilities, education, background, location or beliefs can have
access to, understand and perform transactions with the same information and services.
To achieve this, governments need to consider the end to end journey of citizens as they
interact or experience a service. Through new technologies, they can collect and bring
together all of the data that supports delivery of these services, whether digital or offline.
The expectations on the way citizens engage with government may set a new paradigm,
resulting in a new approach to how services centre around the needs of the citizen.
This will require a shift from a transactional point-in-time interaction, to one that is in
continuous to ensure that the best outcomes are being achieved for the individual.
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Figure 1: Data-Driven Government Platform Delivering a Single Version of the Truth

CITIZEN CENTRICITY

A data-driven framework {Figure 1} will enable individualized services to be established,
building insight across all offline and online channels to ultimately support the non-digital
ready citizens, and improve the level of service. This concept will reduce organisational
and operational complexity while allowing citizen service delivery, business support
functions, and change management to run together seamlessly. It also enables any
government operation to access the data it needs to function efficiently and effectively.
This richer understanding of the individual may mean that new strategies or interventions need
to be applied, as new information may spark a new action or intervention to ensure the best outcome.
As governments become smarter and more aware about what their citizens need and want,
and on this premise begin to collect the important data and evidence to support these
understandings, they can continue to improve and refine their strategies. This study aims to add
more data and insight as to how the current work being done to improve citizen engagement
has been perceived and outline ways in which these might continue to be improved and refined.
To learn more on the Data-Driven Framework and how SAP can enable Data-Driven Citizen
Engagement get in touch or visit SAP.com/Australia/Government.

www.sap.com/contactsap

