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EXECUTIVE SUMMARY

1. INTRODUCTION

E-Governments about utilizing Information and Communication Technology (ICT) to bring the Government closer
to its peope through major improvements in the delivery of Government services. In recognition of this need the
Government of Belize through its Central Information Technology Office (CITO), Ministry of Finance and Economic
Development has engaged the services @& @aribbean Telecommunications Union (CTU) to design a Naonal
GovernmentPolicy, Strategy and Plan of Action to leverage the power of ICT as a driver of economic and social
transformation.

The overarching goal of this undertaking is to define a sgiatdramework for Belize that supports the
development and utilisation of worldlassEGovernmentcapabilities. The role of the CTU in this regard is to
analyse the national setting as it relatesBE@sovernment establish the needs of various key stakieleos, identify

the priority central areas requiring strategic intervention, and successfully integrate and translate those needs into
a practical Nationdt-GovernmentPolicy, Strategy and Plan of Action that supports the developmental vision of the
Govenment and people of Belize.

In delivering on this mandate the following key objectives of the consultancy were defigidentify and analyse
regional and globalEGovernmenttrends and besin-class approaches; (B) review existiBgsovernment
stategh S& Ay . SEAT ST 6/ 0 RSt AGBSN | -avslstafkeofthé-arf EGoverame T . S
development and/or readiness; (D) review the policy, legislative, and regulatory framewdgGovernment (E)

design an appropriat&=Governmentpolicy framework; (F) assess the structure, operations, effectiveness and
capacity of the CITO to deliver, continuously monitor and effectively managerbelsissE-=Governmentstrategies

based on the agreed policy framework; (G) assess key existing pablice structures, systems and/or processes

to determine their capacity to deliver based on the agreed policy framework; (H) devise an analytical framework
for policy assessment, monitoring and evaluation of steps towards implementation; () devettpgis for
implementing the agreedEGovernment policy; (J) outline a plan of action geared towards effective
implementation of the strategies; (K) provide a summary report of all findings, including final recommendations,
strategies, and a plan of actipand (L) conduct a national workshop to validate the findings.

In preparing this NationadtGovernmentPolicy, Strategy and Action Plan, and in support of the development of a
comprehensive EGovernment ecosystem for Belize, the CTU drew on its poobthrf international and regional
expertise in the specific areas of infrastructure developmd&rGovernmen; innovation, national ICT planning,
policy and strategy development and implementation and-b@&3ed capacity building to ensure the most
appropriae set of targeted interventions were identified to bring about meaningful change in the shortest possible
timeframe.

The use of ICTs to enhance public sector transformation is not unique to Belize. Economies everywhere are in
transition, driven by technolgical and business model innovation that is disrupting conventional governance
models at every level of interaction, both within government and with its public constituents. Indeed, traditionally
rigid, complex, inefficient Government bureaucracies areob@og a drag on economic growth, social innovation

and national development. Governments must therefore find ways to curb these inefficiencies, use its scarce
resources more effectively for social and public good and infuse ICTs in its operations ims$kistendeavour.



In this regard the CTU, in the development of this Natida&lovernmentPolicy, Strategy and Plan of Action, has
sought to apply modern besh-classE=Governmentmodels to minimise the bureaucracy and regimentation that
currently ist in delivering services, making room for creativity, efficiency and flexibility, while also maintaining the
operational integrity of the public service. The intention therefore is to apply appropriate solutions to the unique
and specific issues facifggelize thereby motivating public service providers to view people both as clients and as
shareholders in a national enterprise whose core mission is to create sustained and sustainable value.

The CTU in its ongoing work regionally, and in examining temational landscape has found that the application

of emerginge-Governmentmodels has the capacity not only to improve the experiences of public servants and the
efficiency of public service delivery, but also has a ripple effect on the private spatwitiing hew opportunities

for innovation, business creation and enterprise development.

The expectation for Belize therefore is the establishment of a strong, creativemnaaliged, empowered public
service which will spur on the stimulus for entrepeemship, private sector growth, foreign investment inflows,
and sustainable national development.

To deliver on this promise the current structures and processes of Government must be reconfigured to unlock the
potential of new technologies and digital freworks to change operational cultures, processes and bureaucratic
attitude within the public service.

¢KS R20dzySyid Aa GKSNBF2NBX RSaA3aySR (2 | RRNBaa (KSa
roadmap. Left unattended the Government Mgbntinue to see revenues shrink and costs balloon as they deliver
substandard services to frustrated citizens, businesses and foreign investors who will eventually seek other
avenues through which to attain real value.

2. E¢ GOVERNMENT ANALYEISY FINDIGS

Against this backdrop the consultancy sought to review the curEe@bvernmentstate of play and the state of
readiness for employing new and emerging modelg-Governmentn Belize.

The consultancy has established the following gaps in existingeworks that have the potential to derail efforts
to unleash the full potential of ICT, innovation a&&Governmentto contribute to the sustainable development of
Belize. These were identified through a series of workshops and discussions with kefioktats from
Government, the private sector, academia and citizens. These are listed as follows:

1. A persistent silo culture in Government that empowers ministries, departments, and statutory corporations
to be predominantly inwardly focussed;

2. WIR K@DiADIA AY AYRADGARZ t YAYAAGNASE | yR RSLI NI
national plan for economic development;

3. High levels of fragmentation in respect of communications, coordination, collaboration, consumption,
planning, and implem@&ation in Government that result in high costs, decreased efficiency, and general
wastage;

4. Marked absence of mechanisms that transcend politics to support continuity in public sector planning and
implementation, resulting in erratic national development;
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5. Failure to harness technological innovation, particularly ICT, to improve the efficiency of existing factor
based economic sectors like forestry, fishing, agriculture, oil and gas and, in the secondary sector, energy,
leading to sukoptimal production andralue output in these sectors;

6. Prohibitively high taxation, which inhibits entrepreneurship and innovation, and encourages the
development of a parallel economy;

7. Most sparse population in Central America (22,8qkm., people:324,060 > ¥ living in rurafeas almost
14 under 18 years old) has implications for policy planning, Government revenues and economic growth;

8. Major national unemployment and und@mployment and fluid, often undocumented, flows of people
from Central America, with serious impliaais for policy planning and economic development;

9. Lack of ubiquitous infrastructure (telecommunications, electricity, water, roads) impedes public sector
management, investment and economic growth;

10. Lack of legislation and the existence of weak regulatmaynéworks to guide development of [<€dlated
sectors, including=Governmentand ecommerce, have a dampening effect on public sector efficiency and
productivity, business, entrepreneurship and innovation;

11. Lack of effective competition and regulation imettelecommunications and ICT sectors, resulting in high
access costs and reduced performance, making the Internet inaccessible and unaffordable to many;

12. Deficiencies in education at the primary, secondary and tertiary levels, resulting in weak skhignazual
capacity in the public and private sectors, slowing economic expansion.

Additionally, in its analysis, the CTU has referred to the World Economic Forum (WEF) assessment on the state of
ICT readiness to support an integrati#€&overnmentecosystem.n its 2012 Networked Readiness Index (NRI), for

the first and only time to date, WEF assessed the extent to which Belize is leveraging ICT to increase its
competiveness and positively impact overall national development. Unfortunately, according to tBeR2dort,

GKS Y2ad NBOSyid &adz2NwSeé RIEGlF aO2dAR y24d oS 02ftftS0OGS
findings are used as a basis for the policy prescriptions outlined in this document. In this regard, Belize was ranked
119 out of 14Zountries globally in the 2012 NRI.
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E-GovernmentReadiness Assessment Indicators
World Economic Forum (WEF)

2012 Global Infanation Technology Report (GITR)
Indicator Country Ranking/142
Laws relating to ICT 124
Government procurement of advance technology 125
Government prioritisation of ICT 136
Importance of ICT to Government Vision 139
Government Online Service Index 116
Impact of ICT on access to basic service 121
ICT use and Government efficiency 133
EParticipation Index 94
Firmlevel technology absorption 129
Individuals using Internet 101
Extent of business Internet use 81
Government use of ICT 137

In ariving at the policy intervention areas and the strategies to be employed to advance Belize to a state of ICT
readiness and one conducive to the application of emerging moddsGifvernment the CTU in formulating its
recommendations has sought to addsethese very basic and fundamental deficiencies in E{@overnment
ecosystem and enabling environment. The Strategic Interventions listed in the following section are geared at
directly tackling these weaknesses.

3. STRATEGIC INTERVENWIAREAS

InordeNJ G2 3IdzARS GKS /SYGN}Xf LYF2NNIGA2Y ¢SOKy2ft23& h¥H
arm, in developing appropriateGovernmenframeworks that support achievement of the goals set out in various
national development plans and stejies, includingdorizon 203G Y R D 2 @ SMadivhSTérin ®éavelopment
Strategy 20162013 and bridge the gaps identified during the consultancy engagements as stated above, the
Caribbean Telecommunications Union (CTU) has designeB-@osernmentPolig/, Strategy and Plan of Action. It
contains the first three of five components in a holistic national programme to leverage information and
communication technology (ICT) frameworks as a means of helping to catapult Belize to its next dimension of
developnent. The five components of this holistic national programme are:



1. AnEGovernmentPolicy that outlines the wider vision, mission, guiding principles and core objectives that
are to shape the delivery of government services in Belize during the nexttthfee years;

2. A set of roadmap strategies for the design of effecttv€overnmentplatforms based on the agreeg
GovernmentPolicy framework;

3. AnEGovernmentaction plan that gives direction to the roadmap, detailing the steps, timelines, potential
partners and/or resources to implement the strategies and achieve the visidé@@mvernmentn Belize;

4. An ICT Innovation Policy that outlines the wider vision, mission, guiding principles and core objectives that
are to shape the development of ICT and insian in Belize during the next three to five years;

5. A set of higHevel projects and roadmap strategies for the design of effective ICT Innovation platforms
based on the agreed ICT Innovation Policy framework.

These five components are intended to be cdempentary, with delivery oE-Governmentservices being a driver
for ICT innovation in Belize even as local advances in the ICT sector support innov&Bmvarnment

The ultimate goal istd YLINE @S . St AT SQa 3I2FSNYI y Oénhance Cokpetitikedcssy = A
encourage innovation, attract new and more appropriate flows of foreign investment, and assist Belize in becoming
a nation capable of leapingeyond old models of economic development to embrace and refine creative ways of
engagingnternally, with the region, and with the world.

CKAA AYGSNBSYGA2y A& ONRGAOIT y2¢6 F2NI I ydzYoSNI 2T N
in terms of global development standards and technology benchmarks when measured digaibsst in class.
a2NB2FSNE adGl 1SK2t RSNaA | ONpaa it 1Sé& &aSOG2NAR SELINJ
regulatory and governance frameworks in relation to ICT are simply not fit for purpose, running counter-ito- best
class glbal trends and negatively impacting the competitiveness of the business sector and, by extension, the
national economy.

Analysis of WEF and other global rankings, comprehensive exchanges with stakeholders, research into the local IC
sector, and uncovenyg of global best practices have resulted in identification of the seven (7) strategic themes this
Policy will use to guide-Governmentdevelopment and implementation in Belize over the course of the next three

to five years.

These seven strategic themaee:

1. Public Sector Infrastructure DevelopmentBuilding out a worletlass Government Widarea Network
(GWAN) for the Belize public sector using common and shared platforms that enable delivery of robust,
seamless, useiriendly, endto-end EGovernmentand ICT services internally and to external clients.

2. Creative Regulatory ReformDesigning and implementing pioneering policy and regulatory approaches to
ICT adoption and usage in the public service that allgsovernmento flourish in a secure enviroment.

3. Targeted Human Capacity DevelopmeniShaping public sector frameworks for training, education and
careerlong learning that bridge significant existing deficiencies in individual and overall human capacity.

4. Improved Government EfficiencyEnhancingublic sector responsiveness and the diffusion and use of ICT
by upgrading existing delivery channels, creating new channels for delivery, designing compelling new
content and services, changing the culture of bureaucracy and developing appropriate ymemodels.



5. Effective Cros&unctional Collaboration Developing programmes and initiatives to build capacityHor
Governmenirelated research and innovation, dissolve existing unproductive silos, improve collaboration,
increase knowledge exchange, asupport the sharing of experiences across Government.

6. Enhanced National SecurityApplying ICT frameworks uniformly across all national seaaigyed public
service entities in ways that remove existing silos, promote close collaboration, encourageexchange
of information, and contribute to a national sense that law and order is being appropriately maintained.

7. Quality Social ServicesTransforming the way Government engages with key clients and stakeholders such
that they are placed at the cerdrof national development through the efficient sharing of information and
the fast, seamless, secure, cagfective delivery of Government services via modern ICT platforms.

These seven strategic themes around whichB{@overnmentPolicy is designeda intended to move Belize along

the path to anintegrative Systenof EGovernmentand to create the environment necessary for the public service

of Belize to eliminate existing bureaucratic silos. This, in turn, is expected to build a collaborativegworki
environment where the public and private sectors and citizens connect in productive partnerships enabled by the
transformative power of information and communication technologies (ICT).

Yet, these frameworks will deliver value to the Government angppeeof Belize only if there is a new approach in
the way the public sector currently functions, including Cabinet as a body, the Caucus of CEOs, individual Ministries,
departments, and statutory corporations.

To this end, the Strategy and Plan of Actioe tashioned to give life to the policy framework f&Government
Together, they constitute the roadmap required to manage change, monitor results and hold individuals
accountable. Without this roadmap and the accompanying political will to implengretd policy decisions, the

power of culture, unproductive behaviours and inefficiency processes and systems are likely to overshadow
G§SOKy2t2328Qa FtoAfAGE (2 ONARY3I | 02dzi LRAAGADGS (NI yaT:

As such, this document articulates concrete initiatives tovenoBelize forward, including modernising
D2OSNYYSyidQa L/ ¢ FNIYSE2N]l & YR AYFNI adNHOGAZINET dzLJ3 |
Government conducts its business; upgrading the national security apparatus; enhancing delivdiffusieh of
education and health care; managing change in a digital environment; and guiding evolution of legislative and
regulatory models that support robugtGovernmentinnovation, and entrepreneurship.

4. STRATEGIC FRAMEWORK

These seven strategic themm are intended to move Belize along the path to lategrative Systemof E
Governmentby addressing the gaps and fundamental deficiencies identified earlier. Such a model links local
systems, systems with similar functionality, and systems across Gogatragencies horizontally (internally) and
vertically (externally) such that more seamless communication, collaboration and exchange of information are
possible.

In this vein, key initiatives under each of the seven themes includeel&f€d training forpublic servants, and a
Government network designed to consolidate core public service IT infrastructure. Once that IT infrastructure has
been integrated, Government will use it to deliver several appealisgreices designed to allow it to meet

10



LJS 2 Lile&iQia a more efficient and engaging manner, including with respect to delivery of mobile services to
rural and more isolated communities, bringing Government closer to the people.

Key initiatives also include the creation and deployment of a Mobiledrand Public Safety Network and a

/ 2YLdzG SN { SOdzNAGeé LYOARSYyd wSalkRyasS ¢SkHY o/ {Lw¢o I &
of improved integration and greater collaboration within Government, the strategies also include a pijettpro
involving sharing Cabinet Papers in a digital environment with key policy makers across Ministries.

A detailed roadmap of practical programmes and projects, over a three to five year period, have also been
identified under the various strategic themmavhich are geared toward creating an enabling environment for the
deployment, application and use BfGovernmentunctionalities.

The following summarised table provides the various thematic intervention areas, the objectives, the roadmap of
programmesand the expected outcomes. The expectation is that the implementation of such a framework built on
best in class global models and specifically designed to address the deficiencie-®dabhernmentnfrastructure,

human capacity, policy, regulatory add2 S NY I yOS FNIF YSg2N)l & oAff | OOSt SNI i
modern and effective welloiled machinery capable of supporting robisGovernmentsystems, innovation, and
entrepreneurship.

. . Progranme Key Performance
Strategic Theme Key Objectives Programmes < . v
Outputs/Outcomes Indicators / Measures
1. Create a seamless and
connected government.
1.  Number of Ministries
2. Reduce costs and connected on GWAN.
Network Consolidatio i i
Muli-tiered GOVNETn improve the security of | 5 | ey of integrtion and
the network. connectivity
3. Achieve greater
efficiency
1. wSRdz0S D2 @8
1. To enhance the IGT energy costs
broadband access R
. Systems Consolidation & Reducg ezl 7 1. Number of shared
pervasive expenditure .
Public Sector Data Centres 3 Faciitate shared services deployed
I ESETE 2. To enable robust, end - aciliate s af(_é
to-end, seamless, user managed services

Development 8 . N
P friendly ICT services provisioning

3. To build out a Yvorld 1. Reduce Governmen 1.  Number of Ministries
class GWAN via connected by VOIP ang

VOIP and Email Migration cost . .
common and shared . using common email
2. Create WOG services

platforms platform
1. Government
standardization of e
services delivery 1. Common platform
Development and 2. Build once, use many deployed.
Standardisation of-e concept 2. Number of Ministries
Services Platform 3. Reduce service using common/shared
provisioning cost platforms for e services
4. t N2EGARS Wan
Government
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Strategic Theme

Key Objectives

Programmes

Progranme
Outputs/Outcomes

Indicators / Measures

Key Performance

Increase accountability
with Government

. .| 1. Number of processes/
Improve Goverl S yu procedures developed
To implement policy | Regulatory Framework performance, efficiency institutionalized
and regulatory through structured
frameworks that systems and
enableEnlightened frameworks
Access
Tostreamline ICT Create enabling
Creative Regulatory governance for environment for
Reform improved _ electronic transactions
collaboration/service
deliver )
y Engende confidence as
To designate/create a| Data Privacy and citizens and businesses| 1.  Number of users
central Electronic Transaction interact with transacting online
implementation and Legislation Government in an 2. Laws enacted
oversight agency to online environment.
manage nationalk-
Governmentinitiatives Increase online
transaction/interaction
To enable a new
culture across thé& . o .
Government . ‘ Build capal:]:clty irpublic
workforce using Future Skills Audit sector workforce 1. Percentage of publIC
Targeted Human performance and ICT Based HR Effectively plan for and service trained in ICT
. achievementbased Development .
Capacity Development human capital meet the requirements| 2.  Number of
management Platform of a knowledge baseq programmes to_train,
3. Institutionalised workforce. attract and retain ICT
To develop superb Training professionals
skills, shared
standards and key
performance targets
1. Rarking in World
To mie G . Enhance public sector 902y2YAO Cg
0 mxe Governmen i Global Competitiveness
responsiveness p
amodel ICT userand | 1. Development of P T Report
leader government portal Enhance diffusion and o
o 2 Documents use of ICT in 2. Rankingin YVorId 5
To optimise already Government Lyl Qa 91 ad
existing delivery VAT ST . Business Survey.
|mpr0Ved Government s Cabinet Pilot Facilitate cross 0
Efficienc . . i . i
Yy . " 3. Shgle Electronic funcponal collaborate | 3 ’;‘;:;bitri:f Zunslilr:‘sss
O InCrease .e Window (SEW) and improve u . g
number of delivery Government efficiency transactions.
channels 4.  Number of Gov.

To reform backend
support processes and
operations

Improve service
delivery, transparency
and accountability

documents in
electronic format
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. . Programme Key Performance
Strategic Theme Key Objectives Programmes 9 . y
Outputs/Outcomes Indicators / Measures
To improve 1. Build capacity foE
callElmmien e Governmentirelated
increase knowledge IT Networking Forum research and
Eftective exchange and sharing Online Forum innovation.
ective Cross i
Eunctional go?/)g:i:;eenncte across E-GovenmentICT 2. Dissolve existing
Collaboratian Ministries, Agencies Collaboration Award unproductive silos,
and Depe{rtments improve collaboration, Percentage efficiency
increase knowledge gains in government
To build the capacity exchange, and support processes
for EGovernment the sharing of .
Research and experiences across Cost savings accrued
Innovation Government. due to process
efficiercy/ cross
3. Improve efficiency of functional efficiency
government processes gains
and the effectiveness of
government policies.
4. Ensure sound ICT
investment, usage and
cross functional
efficiency.
1. Secure and strengthen
i KS O2dzy i NF
information
infrastructure
To improve national 5 Instil fid .
capability to respond o LS eSS I
to natural/manmade Mobile Broadband systems for business Numper of goyernment
disasters biic Sat N A . security agencies on
Enhanced National lilmtvilc ka it 3 Devel tional Network
Security To create an ewor ' Sy I Number of threats
environment that is Computer Security capability to respond to intercepted and
Sareorconduet Incident Response cyber threats B—
Team (CSIRT) 4. Crate one robust

business and to carry
out dayto-day
activities

network which will
significantly reduce
costs and improve
operational efficient.

Cost savings
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Strategic Theme

Key Objectives

Programmes

Progranme
Outputs/Outcomes

Key Performance
Indicators / Measures

Quality Social Services

To create and enhancg
service delivery
channels

To raise awareness of
ICT initiatives in
Government via af-
Government
communication plan

To support the most
vulnerable groups in
society

To support equitable
service delivery acrosg
various socie
economic classes

Community Sevice
Centres

Mobile Government
(Belize IT Express)
Mobile
Communications
Platform (SMS)

Costeffective delivery
of Government services
to citizens

Enabling infrastructure
to facilitate the
provision of a
multichannel platform
for the delivery of
quality ®rvices

9YKIyOS [/ Ad
interaction with

Government
Reduce digital divide

Increase universal
access

Number of centres
deployed

Number of transactions
completed via access
points per year
Number of rural
communities
served/Rural site visits
per year

Number of services and
subscribers on SMS
platform

Percentage reduction in]
service delivery cost

Effective Governance
Framework

To develop and
empower appropriate
mechanisms to
support the effective
implementation and
monitoring of theE
GovernmentPolcy,
Strategy and Plan of
Action

To focus on
synergising and driving
the successful

Creation of a Central
Information
Technology
Department (CID)

Establishment of Key
Support Expert
Working Groups
Establishment of
Inter-Ministerial
Council

Efficiency gains and cog
savings
Greater accountability

Collaborative and
structured appoach to

Cost savings in whole
of government service
delivery

Movement in WEE
GovernmentRanking

% Implementation oE-

planning and . E-GovernmeniCT Govlernmems_trategy

execution of nation Appointment of True development & Plan of Action

wide, government North Group

wide or major ICT Appointment ofE&

initiatives that affect Government

WOG initiatives Champion

Strategic Theme Key Objectives Programmes Programme K_ey Performance

Outputs/Outcomes Indicators / Measures
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Strategic Theme

Key Objectives

Programmes

Programme

Outputs/Outcomes

Key Performance

Indicators / Measures

Promote Change
Management

To manage the
organisational,
process and business
strategy for
government efficiency
and greater
productivity

To ensure changes arg
carried out in a
planned, coordinated
and structured
manner to ensure
successful acceptance
and adoption by all
stakeholders

To identify areas for
change, perform
business process te
engineering, feasibility
studies and cost
benefit analysis for
process change and
efficiency

To develop marketing
and commuications
campaign to inform all
stakeholders of key
information of the
National&
GovernmentPalicy,
Strategy and Plan of
Action

Establishment of
Programme Office

Establishment of
Business
Transformation
Office

Communications
Plan

Streamlined process,
eliminate duplication of
effort and greater
efficiency in the
services delivery
process

Timely, cost effective
delivery of WOG
projects

Cost savings and
greater process
efficiency
Transformed public
sector

EGovernmentPlan
promoted as one that is
progressie,
collaborative and
engaging.

Number of WOG
Projects completed on
time, within budget
and with assigned
resources

Number of government|
processes reviewed /
re-engineered

Number of Promotion
and awareness
programmes
developed
/implemented

Impact on Interndonal
Benchmarking
Organisations for
informing &
GovernmentRankings
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5. VISION & MISSION

The report also presents the proposed vision, mission and guiding principlE&Simvernmentn Belize. The vision
and mission are supported by the polisjatements and core policy objectives that guide the-coit of the
roadmap strategies and action plan as discussed above.

Vision forEGovernmentn Belize

G!'y LYGSAINFY¥GSRS /2ftt1 02N 0ABS D2OSNYYSy
Co/y ySOU FYR 9YLIRESNItS2LX S¢

The vision is designed to eliminate existing bureaucratic silos, to build a collaborative working environment where
Government, the private sector and people connect in productive partnerships enabled by the transformative
power d ICT. This vision fémtegrated Governmenwill be achieved by focusing on the following strategic mission
tracks:

Mission forEGovernmentin Belize
LYGSANIFGAY3I C2NI DNBIFGSNI / 2f€tF02NFGA2Y
Collaborating For Better Set6 X @2 2NJ Ay 3 ¢23SGKSNJ
{SNDAY3 tS2LXS ¢KNRdJZAK vdzZtAde /2yySOi

In support of the above, the followinguiding Principlesare intended to inform allEGovernment Policy
interventions:

11. Efficiency development and efictive delivery of stat@f-the-art e-services via reliable infrastructure;
12. TransparencyDesign of standardised services that are ethical, equitable and protect individual privacy;
13. Resilience Delivery of robust, dynamic, modern solutions that empowgzens, residents and visitors;

14. Integration: Interconnected, harmonise8Governmentservices based on universal service delivery;

15. Service Shaping of policies, systems, frameworks and attitudes that facilitate and empower people.
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6. GOVERNANCE FRAMERKO

No policy framework can be effective or sustainable without viable mechanisms for programme management to
give life to the policy design.

The report provides a suggested structure for managingBi@overnmentPolicy and Strategy and implementing

the Plan of Action. The Governance structure calls for the designation of a Champion at the highest level of
Government; and establishes an Infdinisterial ICT Council of Cabinet to oversee and drive the overall Nakonal
Governmentand ICT Innovation agdas for Belize.

The Governance framework also recommends that Government establish Expert Working Groups (EWGS) to guide
activities related to the various thematic areas of the Natide&@overnmentAgenda. These would be made up of
representatives fronbusiness, government, academia, and civil society, as well as other key constituencies. They
would assist in validating plans, programmes and activities, as well as public and/or online consultations at the
national and local levels. The ChairpersonthefEWGs will form a True North Group conceptualised to sign off on
plans, programmes and activities before these are presented to Cabinet, report to theMimtisterial ICT Council

of Cabinet through CITO, and form part of the governance frameworkniptementation of EGovernment
strategies.

GOVERNANCE STRUCTURE

E-Government

Cabinet Inter-Ministerial ICT

Cownecil

OFRA/MOF

| CITo je-Government |

: Department | | Chalr e-Government

_________ Crampion [Ha=damo}

Mambar: Crains of Expar a-
Tride Marth Group Government Working G rogs

E-GOVERMMENT EXPERT WORKING GROUPS

a-Govermmant Strategy &
Cagusc ity Dewelopment
R Tt

IT Metwpcrking &
Saoariby Fonam
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The structure also establishes a central implementation and oversight department to manage the n&tional
Governmentagenda. Thedepartment will have responsibility for the provision of ICT consulting ampat
services to Government Ministries, Divisions and Agencies with the aim of ensuring effective alignment, co
ordination, security, interoperability and cost effectiveness of ICT related projects and initiatives across
Government.

This Department wilbe set up to be the ICT implementation arm for whole of Government initiatives with a focus on
the optimal deployment and use of ICTs within Government and the effective delivery of Govern®entiees.

Currently there exists a Central Information Teslugy Office (CITO) that performs, to a limited extent, some of
these functions. The report proposes that the current mandate given to CITO be expanded and CITO be
empowered to undertake these additional functions under this new governance structure Wil t® rebranded,

giving consideration to its new mandate, as the Central Information Technology Department.

One of the critical factors responsible for the slow uptake and implementati@Gdvernmentin many countries

is the lack of a government citmpion who has the right skills, knowledge, attitude and leadership qualities, to take
responsibility and ownership for the implementation and roll out of government strategies for improving quality of
services to the citizens and businesses.

In recognition of this the report proposes that aBGovernmentchampion be appointed, with the mandate of
executing on theEGovernmentPolicy, Strategy and Plan of Action. This position will also head the Central
Information Technology Department.

7. CHANGE MANAGEMENT

The consultancy also identified the need to undertake change management activities to manage the organisational,
process and business strategy that are likely to occur due to the introduction di@isernmentPolicy, Strategy

and Plan of Action. Isirecommended that that these changes are carried out in a planned, coordinated and
structured manner to ensure successful acceptance and adoption of by all stakeholders. The report identified three
key areas for immediate intervention with respect to cgarmanagement, as follows

1. Establishment of Programme Office

The establishment of a programme office under CITO to plan, coordinate and manage the delivery of projects
identified under theEGovernmentPlan of Action is critical for success. One focéhtpfor the delivery of

whole of government services will assists in the streamlining of process, eliminate duplication of effort and
bring greater efficiency in the delivery of services process.

2. Establishment of Business Transformation Office

The Repd also identifies the need to establish a Business Transformation Office under CITO comprising of
business and technical analysts and change management specialist. The office will work with business owners
within government to identify areas of change rfmrm business process+engineering, feasibility studies and

cost benefit analysis for process change and efficiency.
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The Business Transformation Office will work closely with the ongoing Public Sector transformation initiative
under the ministry reponsible for public administrative services.

3. Communications Plan

It is essential that a proper communications plan be developed to inform all stakeholders of key information of
the NationalEGovernmentPolicy, Strategy and Plan of Action ICT Plarthieerationale, benefits, impact,
approach, timeline, and assistance plans.

The communications plan will detail the delivery and execution of a communications calendar, and the
development of necessary communication kits. The communications plan walliredsl a high level of
awareness of th&GovernmentAgenda within Belize and internationally.

Marketing and awareness campaigns will also be used to target all stakeholder groupsnunity, businesses
and the Government, and feature engagement g promotions and awards prominently.

TheNational EGovernmentPolicy, Strategy and Plan Actiamoncludes with a Nation&GovernmentAction Plan
detailing projects that are either in progress and those that are scheduled to start in the comingTeaction

Plan clearly illustratethat an integrated effort amongst Government, private sector, and civil society will be
instrumental in the successful roll out of the Strategy. It further highlights that CITO will need to work in
collaboration withother ministries,agencies, public and private sectors in the execution of its mandate.

The Government of Belize is confident that development and expansion dt@mvernmentsector will lead to
many benefits for the citizens of the nation. Improvent®isuch as increased citizen participation and a cultural
drive for innovation will lead ta more inventive, informed, knowleddesed and IT savvy society. These elements
will allow Belize to be more competitive regionally and globally.

Resulting advares in Global ICT Rankings will promote and engender investor confidence while creating an
improved quality of life for the populous. Most importantly expansion of Bf@overnmentsector will mean that
citizens and Government will be able to communicatanprecedented ways.
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1.0 INTRODUCTION

GD2OSNYyYSyida IyR LMzt AO 2NHIYyAAlGA2ya FNB atz2gfte N
providing new modes of engagement with citizens. However, institutional change remains slow anBdra@T
G2 0S dzaSR STFSOGAQStesr (SOKyz2ft2z23&8 ySSRa (2 @8 YI G

The Global Information Technology Report 22011
1.1 ICT IN THE 2ICENTURY: A WHOLEW®VORLD

The persistent global economic recession has thrown many Caribbean small states into deep crisis, forcing
Governments to rehink their traditional approaches to development. ICTs are breaking down silos, hierarchies
and structures of control, blurring linebetween industry sectors, increasing efficiency at all levels in the
production cycle, and revolutionising entire areas of economic activity.

What is more, the age of alwayps social media is transforming the way people live, learn, play, work, sociatise

effect change in a complex global environment. The future of public and private sector growth is personalisation:
content, products, technologies and services built around the desires of individual corporations, small businesses,
citizens and consumsr(Babb, 2003, 2006, 2008, 2010, 2(AX?13).

Technology is also driving convergence at the consumer end, providing the ability to access multiple mobile
services through a single device, including iPads, tablet PCs, mobile phones, and game consalesveriésce

is having a divergent effect for service providers, who can no longer focus on one type of sector, consumer,
medium, or device, but must develop for and exploit services from diverse industries via the Internet and multiple

digital media and @ammunications channels. These changes represent an evolution from mass society and mass
media to the digital, networked society with its personalised, niche media, products and services. This has
implications for every aspect of modern life, including thay governments interface with their citizens (Ibid).

Indeed, citizen expectations have changed significantly. Yet, the public sector has often been slow to respond. At
the same time, governments are faced with shrinking resources as tax revenues gilwnmemain stagnant in
countries still troubled by sluggish economies, rising costs and, for many, an inability to provide the types of
seamless service solutions citizens truly desire. Coupled with uncertainty as to when the economic recession will
endand a more demanding citizenry, many governments find themselves challenged to take a lead role in helping
to guide this social and economic transformation.

These realities place immense demands on a wide range of public service players, for whomgaheegedeliver

@l fdzS A& AYYSRAIFIGS FYyR ONRGAOIT @ ¢2RIFeQa OAQAEf &a$s
constraints and the constant demand for increased efficiency on one hand and, on the other, pressure to produce
improved social ntcomes from citizens increasingly exposed to superior customer service and sophisticated
product offerings from around the world. In this context of rapid economic and social transformsgieed of
implementation is critical to future success.

Thus, inorder to support CITO in developing appropri@&&overnmentframeworks that support achievement of

the goals set out in various national development plans and strategies, inclddinzon 2030 Y R D2 @SNy Y S
Medium Term Development Strategy 208D13 the CTU has designed tl#ssovernmentPolicy as the first of five
components in a holistic national programme to leverage ICT frameworks as a means of helping to catapult the
country to its next stage of development. The five components of this haileticnal programme are:
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1. AnEGovernmentPolicy that outlines the wider vision, mission, guiding principles and core objectives that
are to shape the delivery of government services in Belize during the next three to five years;

2. A set of roadmap strategiegor the design of effectivie=Governmentplatforms based on the agreef
GovernmentPolicy framework;

3. AnEGovernmentaction plan that gives direction to the roadmap, detailing the steps, timelines, potential
partners and/or resources to implement the ategies and achieve the vision #8Governmentin Belize;

4. An ICT Innovation Policy that outlines the wider vision, mission, guiding principles and core objectives that
are to shape the development of ICT and innovation in Belize during the next thriee teeérs;

5. A set of higHevel projects and roadmap strategies for the design of effective ICT Innovation platforms
based on the agreed ICT Innovation Policy framework.

As the 2% century unfolds, it is becoming clear that the structures built by eag&merations to manage the
affairs of state are, largely, in tatters. As the old models fail it is imperative that developing countries like Belize
design new ones that allow them to unleash the full potential of their citizens to create lifelong value.

AE AYRAOFGA2ya IINB GKIG GKS D2@SNYYSyid 2F . StAT S NB
Fylrfeadaga NBFSNI G2 & F 4adGNIGS3IA0 AyFetSOlAazy LRAYGH:
development of a company, industrgr market fttp://www.thefreedictionary.com/inflection+poinbd @ &

Given the existence of such a moment, tBi&overnmentPolicy is tailored to allow CITO to partner with other key
public SOG2NJ LI I @SNER Ay OFLRAGIEAAAYD 2y (GKS O2dzyiNEQA |
modern revolution in ICT. The desire to mitigate some of the threats facing Belize in a competitive global
environment while also overcoming inl@1t as well as mamade weaknesses that prevent key sectors from
realising their developmental potential is also one of the key goals of this Policy. To this end, the Policy identifies
the following seven (7) strategic themes that will guEl&overnmentdevelopment and implementation in Belize

over the course of the next three to five years.

1. Public Sector Infrastructure DevelopmentBuilding out a worldlass Government Widarea Network
(GWAN) for the Belize public sector using common and shared plegfdrat enable delivery of robust,
seamless, usdriendly, endto-end EGovernmentandICT services internally and to external clients

2. Creative Regulatory ReformDesigning and implementing pioneering policy and regulatory approaches to
ICT adoption andsage in the public service that all@&Governmento flourish in a secure environment

3. Targeted Human Capacity DevelopmentShaping public sector frameworks for training, education and
careerlong learning that bridge significant existing deficienanemdividual and overall human capacity

4. Improved Government EfficiencyEnhancing public sector responsiveness and the diffusion and use of ICT
by upgrading existing delivery channels, creating new channels for delivery, designing compelling new
contentand services, changing the culture of bureaucracy and developing appropriate governance models.

5. Effective Crosfunctional Collaboration Developing programmes and initiatives bboild capacity fol=
Governmenirelated research and innovation, dissolveisting unproductive silos, improve collaboration,
increase knowledge exchange, and support the sharing of experiences across Government
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6. Enhanced National SecurityApplying ICT frameworks uniformly across all national seaaigyed public
service enities in ways that remove existing silos, promote close collaboration, encourage active exchange
of information, and contribute to a national sense that law and order is being appropriately maintained.

7. Quality Social ServicesTransforming the way Govermmt engages with key clients and stakeholders such
that they are placed at the centre of national development through the efficient sharing of information and
the fast, seamless, secure, castective delivery of Government services via modern ICT prator

The remainder of this introductory Section 1 outlines more fully wiB&overnmentis, presenting a simplified
service delivery model that explains infrastructure requirements, various mechanisms for the supply of services to
target subjects, and theatessary enablers for successiGovernmentprovision. The section then introduces
0§KNBES O2y OSLIidz t FNI YSg2Nla GKS /¢! Qa GSrHY 27F 0O2ya
herein, namely theSixLayered Model of Societal Accessy W keh €Iz of Proof foEGovernmenf2andThe

7 Core Functions of Government (+1)

Section 2 analyses the special brand that is Belize, highlighting national development considerations relevant to the
design of an effectiv&=Governmentframework, includig the perceptions and experiences of key stakeholders
concerning the areas requiring timely intervention. The section also incorporates a view of CITO, its existing
YI1S8dz2llr Fdzy OGAz2yas | OKAS@GSYSyida IyR OKHINRSyF2NI @ St{AS
the very specific challenges and opportunities the country now faces.

{SOGA2Y o IFRRNBaasSa .StAlSQa (SOKy2f238 NIylAy3a oF &°
against the best in class in an agreed set of dimensions.

Section 4 presents thé&GovernmentPolicy framework, including the proposed vision, mission and guiding
principles. This section also sets out the core policy objectives and corresponding policy statements that will guide
roll-out of roadmapstrategies and action plans with respect to infrastructure development, regulatory reform,
human capacity development, Government efficiency, cffasstional collaboration, national security, and
delivery of quality social services.

Section 5 speaks tahé institutional framework for=Government explaining various types d&Government
models, presenting the recommended new governance framework, and addressing issues related to change
management, infrastructure, and&ervices.

The Conclusion at SectiGhsummaries the strengths, weaknesses, opportunities and threats facing Belize as they
relate to EGovernment reinforcing the reasons why action is now imperative if Government is to deliver on the
developmental promise of the nation.
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1.2 UNDERSTMDINGE-GOVERNMENT

The purpose oE-Governments to bring governance closer to people through major improvements in the delivery

of Government services and provision of information in ways that are most convenient to citizens and businesses.
In essencetherefore, it is about transforming the way Government does business, going beyond the automation of
existing procedures to transforming how the public service interacts with its various constituencies. TBrough
Government ICT is integrated into keyrfations to bring about greater efficiency in the delivery of government
services, thereby increasing responsiveness to citizens and businesses, and improving the reach of Government
services into previously marginalised communities. In slE&pvernments the use of ICT to deliver services that

are secure, innovative, high performing, interactive, progressive, evolutionary, integrative, and customer centric.

Collaborative Efficient &
Government Citizen/Service Effective
(Shared Centric e-Government

Services/ (e-Services) (Transformed
Platforms) Public Service)

Typical Government services for which there might be shared platforms or models for cdilbareclude
applications for birth certificates, driving permits and licenses as well as renewals; applications for passports and/or
visas and renewals; Social Security or National Insurance interfaces; payment of taxes as well as refund of taxes;
applicdions for social services and grants; customs clearances and payment of customs duties and/or taxes;
company registrations and renewals; and applications by foreign investors and/or firms to setcapniny
operations as well as to track the status obsle applications.

Citizen centric service delivery enables such Government services to be available 24 hours a day, seven days «
4SS1> ocp RIF&a | @SIFENIX Iy@ddAYSI |yesgKSNBX gAGK2dzi 2
Government offices, fewer steps or forms to complete transactions, and availability of services closer to home or
accessible from the home, business, or any remote location, subject to the necessary security protocols. At its
ultimate level, citizen centric se@iS RSt A @S NE -SlofNPK@ALRS a0 21 (uk2Sy S K2t S 2F D
aF ¥SY &aS0OdzaNBX GNIyaLI NByid aOlFakfSaaeé aeadsSvya lofS s
If applied correctly, efficient, effective-Governmentresults in a trasformed public service. It might, in this

regard, include service delivery based on the following configurations:

1. Governmenito-Government (G2G): Online interaction between one set of Government organisations,
departments, and authorities and others. G2ypically reflects the following two service delivery models
(http://en.wikipedia.org/wiki/Governmenito-governmeny:

0 Internaly [AY1Ay3 | aAiAy3at S D2 g Srydfisatoysiafdiautiofies-taNd Y S
each other, for example via an integrated online government gateway that allows anyone to access
any Government services available via the Internet; and
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o External Linking the information systems of multiple Governments, exeemple being integration

2F /1wL/ha YSYOGSNI &adFG8aQ AYYAIANIGA2Y FyR Odz

single regional travel space during the 2007 1IC Cricket World Cup.

2. Governmenito-Business (G2B): Online sale/procurement of local eentral Government goods and
services to the commercial business sector;

3. Governmenito-Citizen (G2C): Online interaction of local and central Government with private individuals
in ways that develop closer relationships between Government and citizesidénats; and

4. Citizento-Government (C2G): Creation of channels for citizens to participate in and contribute to
Government policy development, for example vipaticipation and edemocracy initiatives.

What follows is afe-GovernmentService Delivery Miel that illustrates infrastructure requirements, mechanisms
for the supply of services to target subjects, and the necessary enablers for sucB€ssfidrnmentprovision.

E-GOVERNMENT SERVICE DELIVERY MODEL

3 A )
2 W ‘ z . ” ﬂ 'i &) ﬁ " Enablers / Support Services
ln 1L ' n 1:' h $ n ![ ‘n__.‘ :r]
- J- Business Process
y 7 J g g Re-engineering

Capacity Building

Marketing & Awareness

Unified Portal Framework
Customer Service

E-Services & Sectoral Transformation

@-Birth s-Ta'x ‘;ﬁ{ e-Business Immigration/e-
Certificate Admin o s Registration Passport
e-Education Customs/ Finance/ e-Health
Trade e-Procurement
Service Oriented Platform Middleware i

Foundation Service Infrastructure
Authentication (National Smartcard, Unique Identifier)

Policy & Legislation

Change / Adoption Management

Monitoring & Evaluation

National ICT Agenda

e-Payment / e-Forms / e-Transactions

National eGov Strategy

= =] =

Communications Network

National ICT Plan

Connectivity — BB Strategy

Data Centre

Trinidad and Tobago

By way of explanation, the horizontal lingeeen layers athe top left of the model are access layers representing

D2OSNYYSYyiQs LREAAGES OKIyySta 2F AYGSNIOQGA2YyKAY(dSNI
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citizens. These might include online mechanissasvice centresselfserve kiosksmobile devicesandexpress
buses equipped with digital access, telephone hotlines and the like.

The horizontal layer in blue and light blue represents agehuigsstries/departments and the information,
services and/or processes they might provide/agli These are likely to encompass everything from Government
entities responsible for healthcare to those responsible for immigration, taxation, education, customs and trade,
business registration and regulation, transportation and citizen registration.

The foundation service infrastructure beneath the blue layer might be thought of as the tier that authenticates
users and services, providing unique identifiers for both user and supplier that validate all parties as legitimate.

The common infrastructure®&SNJ aAG& |4 (GKS Y2RStQa F2dzyRI A2y wS
simply the shared communications and data infrastructure that enables Internet connectivity and access to digital
information.

Completing the core of the model are tsecurity controls and protocols vital to the safe delivery of online services

and information, the vertical lavend€d 2 f 2 dzZNBER O2f dzyYy y SI NJ 6KS Y2RSf Qa 0OSy
those activities and frameworks that support efficidaGovermrment delivery, such as capacity building, marketing

and awareness, policy and legislation, and monitoring and evaluation, among others.

Looking across countries, the public sector's engagement with ICT has gradually evolved from addressing the
guality andefficiency of internal government, through making public service offerings available across traditional as
well as electronic channels, to promoting administrative and institutional reform, engaging citizens in gadicy
decisionmaking processes, and @me recently) directly supporting policy and development goals in health,
education, security and other sectors.

This evolution has incorporated a transformation from technological (ICT in Government), through organisational
(Electronic Government), to sim-economic (Electronic Governance) orientations. Today in most countries, the
focus is turning towards specific policy and development goals in business, trade, health, education, environment,
governance, security and other sectors, taking into accold8sOA FA O f 20l t O2yRAGAZ2Yya |y
I32OSNYYSyildé Lilzia GKS F20dza 2y O LI OAle RS@St2LISyGzx
and network development. This in turn requires achieving productive relationships betdiffenent parts of
government, as well as between government and citizens and businesses at the national as well as the regional
levels. The role of different actors varies between countries but, in general, the government is expected to engage
all relevant parties in innovation, collaboration and action to generate public value, typically requiring legal,
institutional, cultural and other transformations.

In order to pursue its vision, government must set performance targets and assess its progissyimg such
targets. It is essential to find a way of defining both input and output measures, so as to be able to determine the
level of productivity in key respects. At the end of the day, performances in specific respects stand to be compared
with what resources have been allocated and consumed to enable them. In order for measures of performance to
be meaningful, however, it is important to move away from simple quantitative estimates and incorporate serious
considerations of relevance and qualitygrovements.

The state of St AblisBedsienvironment requires careful consideratiorthis regard Typically a government

would be concerned with generating income through its tax regime, tariffs and perhaps export duties. At the same
time, it also wshes to allow economic expansion to support higher revepaestronger state and more agreeable
conditions for its population, and therefore would have reason to avoid imposing a burden on business through
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excessively strict restrictions or bureaucratragtices. As part of the picture, it is important to be awafavhich
conditions are most problematic for businessin Belize and compare across similar countries

This policy document therefore makesmparisonswith Trinidad and Tobago, Barbadesid teland. ¢ KS 2 9 CQ4&
2012 GCI suggedstax rates, corruption, policy instability, access to financing, inefficient government bureaucracy,
and poor work ethic stand ouas particularly problematic in Belizelnterviews and examination of the factual
conditions on the ground have verified what is behind these perceptions. In Belize, entrepreneurs lsanetc
themselves tohigh Government charges just to have the right to set up a company, which runs against and
impedes entrepreneurial activity and alsorhpers the growth of SMEs. This situation is interrelated with the
dearth of jobs in existing enterprises, contributing to the permanently high level of unemployment and presenting
young people with few avenues forward to establish themselves either itatimur market or as entrepreneurs.

What are the fundamental sources of such issues? In a nutshell, they are all related to governance. The concept of
governance is itself multifariouhe impact of governance can be measuredwo ways by "effectivenes" and

"rule of law" respectively. On both these measures, Belize is ranked relatively weakly compared with countries at a
similar development level, although considerably higher than a country such agsdaitiCT Innovation Policyiin

short, putting in place an appropriate governance model for IEGovernmentand innovation meets with
particular challenges due to the cresstting and also developmestriented nature of the agenda. This topic
involves practically all parts of government and socidtyalso requires gaining acceptance for the introduction of

new tools and the reorganisation, or outright abolition of, some practices. Since such tasks are almost bound to run
into resistance, it is essential to put in place strong mandates and meamanisderpinning effective horizontal
coordination and broad stakeholder involvement.

1.3 GOVERNANCE WITH PEEGRN MIND: 3 CONBEUAL FRAMEWORKS

Any meaningful analysis as the basis for policy design and implementation requires the application ofuedncep
frameworks or mental maps through which to think about and treat to ICTEE@dvernmentdevelopment. The
following subsections suggest three conceptual frameworks based ompbadice criteria that might assist Belize

in developinge-Governmentplatforms that serve the interests of people. These are SieLayered Model of
Societal AccessAn Unbroken Chain of Proof faEGovernment and the7 Core Functions of Government (+1)
Taken in concert, they provide a more nuanced understanding of d6d &Governmentdevelopment in the
context of the new global realities with which Belize is being faced. Collectively, they assist in identifying the gaps
that must be bridged if the country is to leverage these frameworks to support sustained natevebpgment.

1.3.1. THESX-LAYEREIMODEL OBSOCIETAIACCESS

There are six aspects to effective use of ICT frameworks that together creatageseéd model of societal access
without which developing countries cannot build local innovation and fostewkedge creation. These are
physical access, financial access, basic access, secure access, policy access, and enlightened access, illustrated in
diagram that follows (Babb 2003).
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With the growth of ecommerce EGovernmentand ecommunities, as wieas the consumption of online products
and servicesphysical accesin the form of appropriate ICT infrastructure is required to engage with the new
digital networks. This includes access to hardware, softwareudi@lonnections, higlspeed connectios, and
general network connectivity (Ibid).

Financial accesd LIS 1 a (2 GKS FFF¥F2NRFIoAfAGE 2F GStSO2YYdzyAOl i
the ability of governments, businesses, organisations and individuals to meet the costs deguif@) join the

global network of networks that is the Internet, and (b) take advantage of costlyvaigieadded services and
knowledge resources once they get there. This is diffusion throughout society, including affordability at every level
for broader numbers of people, in homes as well as through public facilities (Ibid).

Researchers often refer to obstacles to the realisatiorbadic accesswhich is another way of speaking about
LJIS2 L) SQa tS@Sta 2F | y3Adz 3 Sr ability ioSunderQand rew RT feaRelzOrks and2 y
learn how to use them effectively. This includes the capacity to engage with new digital systems, hardware,
software, products, and services (Ibid).

Secure acceseefers to the level of security required tansure consumer, merchant and participant protection,
boost confidence and guarantee personal privacy. This is the level of certainty participants have that their online
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