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About AIIA  

The Australian Information Industry Association (AIIA) is Australia’s peak representative body and 

advocacy group for those in the digital ecosystem. AIIA is a not-for-profit organisation that has, 

since 1978, pursued activities to stimulate and grow the digital ecosystem, to create a favourable 

business environment and drive Australia’s social and economic prosperity.  

AIIA does this by: providing a strong voice on policy priorities and a sense of community through 

events and education; enabling a dynamic network of collaboration and inspiration; and curating 

compelling content and relevant information. 

AIIA’s members range from start-ups and the incubators that house them, to small and medium-

sized businesses including many ‘scale-ups’ and large Australian and global organisations. We 

represent global brands including Apple, Adobe, EMC, Deloitte, Gartner, Google, HP, IBM, Infosys, 

Intel, Lenovo, Microsoft and Oracle; international companies including Optus and Telstra; national 

companies including Ajilon, Data#3, SMS Management and Technology and Technology One. While 

AIIA’s members represent around two-thirds of the technology revenues in Australia, more than 90% 

of our members are SMEs.  

Our national board represents the diversity of the digital economy; more detailed information is 

available on our web site.  

Overview  

AIIA welcomes the opportunity to provide input to the draft of the NSW Government Digital 

Strategy.  We understand it is early days and hope that our comments assist in the further 

development and refinement of the Strategy.  

AIIA’s view is that the Strategy is sound.  However, as a general comment we would encourage the 

Government to be more ambitious.  Emerging technology capability such as Artificial Intelligence, 

sophisticated data analytics, cognitive intelligence and systems, robotics etc, will have an 

exponential impact on productivity and the customer service experience – and are already 

incorporated into systems/services in the private sector.   This includes chatbots, semantic search 

and service identification, speech recognition, natural language processing, real time statistical 

computing etc.  The NSW government is at risk of lagging behind if the vision for future service 

delivery and business does not incorporate how it expects these sorts of technologies will influence 

how it does its business in the future.  

What success is and how it will be measured must also be incorporated into the Strategy.  For 

example, the UK Government communicates its levels of success or failures with citizens through 

dashboards that report the activities of any given program. AIIA strongly encourages the NSW to 

incorporate similar measurement and reporting mechanisms into the Strategy.   

The Strategy should also acknowledge (somewhere) that themes from the previous strategy continue 

to be progressed as BAU (e.g. security, collaboration etc.).  This should be acknowledged so the 

Strategy can stand-alone. 

Comments related to specific slides  

Slide 2: Problem definition  

 A key problem is that there is no operational single view of a customer across agencies, hence 

why the experience is typically poor and fragmented. 

 A fundamental issue is that the Government is not keeping pace with customer expectations in 

terms of the way services are accessed or delivered.  Customer expectations of service scope 

and quality are informed by and benchmarked against, the services they access more broadly – 

in the banking, retail, insurance, travel etc sectors.      

https://www.aiia.com.au/
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 In terms of the ability to respond to the above point, this is at least in part because the ICT 

Strategy does not really facilitate an ability to keep pace with emerging digital technology 

developments.  This appears to be a weakness inherent in the Strategy.  

 The problem should capture the fact that the nature of data itself has changed: it is 

increasingly unstructured and fragmented across the system.  The ICT Strategy needs to respond 

to this in order to deliver a holistic, informed customer experience. 

 Not only is technology not being used consistently, it is not being used ‘optimally’.  Limiting the 

problem to just addressing consistency, is very unambitious.  With the exponential productivity 

benefits to be delivered through technologies such as Artificial Intelligence, cognitive systems, 

machine learning etc the Strategy needs to clearly look to the future.  

 

Slide 3: A digital strategy vision statement  

 Agree that ‘people’ is priority focus, but current message seems to lose the need to also make 

things easier/better etc. for business – businesses that are crucial to the growth and 

competitiveness of NSW.   With a focus only on ‘people’, it could be interpreted narrowly with 

some agencies being left behind because they don’t see the relevance of the Strategy to them.  

 

Slide 4. Digital government definition 

 The current definition fails to capture the ‘digital on the inside’ message – and the need to 

ensure front and backend transformation.  

 Suggest include the word ‘integrated’ between delivering smart in top line 

 Second sentence requires clarification – does it mean an understanding of: customers, data 

driven insights, the value of technology etc or ‘an understanding of customers’, data driven 

insights, the value of technology etc?  The reason we raise this because any understanding of 

customers in the digital context can and must be appropriately ‘informed’ – to ensure alignment 

with customer first/customer centric philosophies.  

 

Slide 5: Draft NSW whole of government digital strategy (on a page)   

 There are two clear goals of the Strategy “Trust” and “Transformation”. While it is clear that 

there are a number of sub-priorities that will deliver Transformation across NSW Government, it 

is not clear how priorities will deliver greater levels of “Trust” as digital services are rolled out.  

 The issue of consistent taxonomy has already been raised.  

 

Slide 6. Work plan for digital priorities. DP1 Data  

 General 

o Categorisation of data sources and data type is required. This will help facilitate selection 
of the right technology in support of data management and data analytics approaches.  

o  A centralised ‘data lake’ for NSW to consolidate data across customer touch points 
should be investigated. This will help facilitate Customer 360 degree/single view of 
customer approaches.  

o Data Analytics and technologies such as AI, cognitive systems etc as a means to enhance 
the customer experience or help prioritise digital projects based on citizen or social 
ecosystem needs should be included in the Strategy.    

o The role of social data needs to be considered in the Strategy as it plays a crucial role in 
understanding customer/citizens behaviour and sentiments. 
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 DPI 1.2 Embed Analytics:  

o DAC and dashboards are good but suggest there may be a 3rd element required to 

cover the use of data and analytics in agency decision-making beyond the DAC (which 

we understand is cross-Agency) 

 

Slide 7:  Work plan for digital priorities. DP2 Customer Experience 

 General 
o Need to include an approach for the omni-channel experience across channels (web, 

social, mobile, tablets, etc) for customers/citizens.  
o Consideration needs to be given to enabling customer access/service over social 

channels such as Facebook/Messenger, Twitter etc as these are preferred GenZ 
channels. 

o Automation of customer service using AI tools e.g. Chatbots – as a means to deliver 
accurate, timely service/information/advice at a significantly reduced cost.  This meets 
both customer and government service needs.  

 DPI 2.1.1 Digital Identity 

o It should be clarified what one government means – across NSW, across NSW and federal 
government – across all governments.  

o This needs to be resolved in close collaboration with the Federal Government who are 
also working on this issue.  A national, federated identity system relies on consistency 
of identity ‘rules’ across the system.  

o The idea of starting this with Business may be a good first step while customer trust and 
confidence in NSW Government digital services increases. 

 DP2.1.2 Complaints Assist 

o From discussion last Friday this feels like a positive step toward building Trust with 

government and provides not only a way for customers to provide complaints but 

also to provide positive feedback and open communication; perhaps a more positive, 

broader title could be one that reflects open engagement with NSW government, 

e.g. ‘Feedback and Learning’. 

 

Slide 8: Work plan for digital priorities. DP3 Digital on the inside 

 General  

o The work plan items listed do not reflect transformation, integration and automation 

of the back end processes. There were a number of discussions on Friday regarding 

the link between digitisation and internal transformation.  Inter-agency 

standardisation and harmonisation (due to fragmented legacy systems) can often 

take an extended period of time. To help increase trust, the government should 

consider digitising services to enable increased customer services to be available 

online, while agencies work to improve inter-agency collaboration in support of more 

streamlined back ends.  

 DP3.1.1  Digital approvals 

o Should be updated to reflect discussions last Friday that this priority also address 

inter-agency improvements and improved collaboration to reduce duplication. 

 DP3.1.3  Digital records 

o Organizations across the globe are moving from System of records to system of 

engagement. NSW Government should investigate this approach on the basis that it 

contributes in agile workplaces, operating models and employee satisfaction. The 
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approach has to be whole of government - not allowed limited to selected clusters or 

individual agencies. 

 DP3.1.5 Corporate shared services 

o In theory this is a reasonable approach.  However from our experience there is no 

satisfactory implementation of shared services worldwide.  Lessons must be learned 

from previous implementations – and the same mistakes avoided.   

 

Slide 9: Work plan for digital priorities. DP4 Technology  

 General 

o Any consideration of reuse of existing technology standards needs to assess the relative 

suitability of these for enabling digital services, including the standardisation of services 

across NSW Government. 

o Consolidated channel architecture needs to be incorporated to support the vision of 

seamless customer experience across channels.  

o Technology landscape for data must support unstructured data. Technology capability 

needs to encompass both structured and unstructured data.  

 

Slide 10: Work plan for digital priorities. DP5 Cybersecurity  

 General 

o The sharing of cyber intelligence across agencies needs to be an objectives and activity 

of the Strategy.  

o The cyber security paradigm has changed. The focus (as per the recent report by the 

Special Adviser on Cyber Security on the events surrounding the 2016 eCensus) needs to 

be on ‘control’ rather than simply compliance.  

o Strongly suggest alignment of NSW Government approach to Cyber Security to the 

Federal Government’s Cyber Security Strategy.  

o Arguably it is incumbent on the government to ensure the customers (individuals and 

businesses) using their services are themselves appropriately cyber aware.  

 

Slide 11: Work plan for digital priorities. DP6 Legislation 

 General 

o This section should include broad regulatory issues – not limited specifically to 

legislation. 

o Further consideration of data sovereignty and security issues as these related to 

procurement and provision of cloud services requires further consideration for the 

benefits of digitisation at scale to be realised.  

o With the emergence of AI, machine learning, robotics etc a range of ethical issues will 

emerge that will also need to be surfaced and addressed.    

 

Slide 12: Work plan for digital priorities. DP7 Operating Model 

 General  

http://parlinfo.aph.gov.au/parlInfo/download/publications/tabledpapers/a41f4f25-a08e-49a7-9b5f-d2c8af94f5c5/upload_pdf/Review%20of%20the%202016%20eCensus%20-%20final%20report.pdf;fileType=application%2Fpdf
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o With the emergence of AI and machine learning, the integration/alignment of people 

and machines in business operating models needs to be examined and supported by 

appropriate process and governance.    

o In alignment with broader work being done in NSW, this section should encompass the 

role of the NSW Government in building/contributing to the NSW ‘Jobs of the Future’ 

agenda.   

   

 DP7.1 Operating Model 

o ‘Culture’ is also needs to be addressed, including a focus on developing an ‘Innovation 

Culture’ supported by an ‘Innovation Toolkit’ that empowers agencies to initiate and 

progress innovative ideas for service improvements and new business operating models.  

o Need to incorporate how consistency and alignment of the operating model will be 

governed.  For example, is there a role for a centralised digital services agency for NSW 

Government that promotes and enables alignment between agencies and tiers of 

government (federal and local)? This will enable for example, business to implement 

standard ways of working and compete at both a local and a national level. 


