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Not User-Centric: Open a Restaurant
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• Fire safety

• Live entertainment

• Liquor

• Traffic

• Business name

• Business logo

• Shareholders

• Financials

• Food service

• Suppliers

• Food storage

• Kitchen hygiene

• Food handlers

• Sanitation

• Dumpster

“Unwilling” Customer
Transactions with the government 

are usually means to an end.

G2B
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Not User-Centric: Buy a Government Apartment
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Not User-Centric: Buy a Government Apartment
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Electronic ID

Single Portal

Integrated eGovernment Model (year 2000)
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Satisfying the “unwilling” customers

G2C
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Industry Revolution

4.0 Digitalisation
converges cyber &

physical systems; data 

analytics and AI further 

automate processes

3.0 Automation
through electronic

& IT systems

5.0 Personalisation
Mission-oriented and 

service-based 

personalisation, agility, 

and collaboration, 

including human-machine 

collaboration
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eGovernment: from Evolution to Transformation

3IR Automation 4IR Digitalisation 5IR Personalisation

Emerging

Enhanced

Interactive

Transactional

Integrated

• Static 

information

• Service 

directory

• Possibly FAQs

• Contact details

• Specific 

information, 

updated 

regularly

• May link to 

other sites

• Documents for 

download

• Search features

• E-mail and 

allow feedback

• National portal

• Search 

specialised

databases

• Forms can be 

downloaded

• Online 

submission

• User ID and 

password

• Forums

• Secure online 

transaction, 

possibly 

complete

• But usually 

departmental

• Confirmation

• Online payment

• Citizen- and 

business-

centric single 

portal

• Demarcation 

between 

departments 

may be 

transparent

• Majority 

services online

• Life journey

• Two-factor 

authentication

Personalised &

Collaborative

• Making the “unwilling” 

customers willing

• Converging the 

means and end

• Collaborating with 

enterprises to bring 

personalised and 

even proactive 

services to people 

and businesses

• National federated 

electronic ID: public 

and private sectors
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Built on UN Five Stages of e-Government
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Gate Keeper to Trade Facilitator

8

Customs Interior Ministry Pharmaceutical

Control

Food Control Port RegulatorTrade Ministry

Freight Forwarder Transportation Port Operator Trader

“Unwilling”

customers

G2B
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Gate Keeper to Trade Facilitator

Customs Interior Ministry Pharmaceutical

Control

Food Control Port RegulatorTrade Ministry

Freight Forwarder Transportation Port Operator Trader

Single Window System

“Unwilling” 

but satisfied

customers

G2B
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Gate Keeper to Trade Facilitator

Freight Forwarder Transportation Port Operator Trader

Multi Government

Agencies

Government-Enterprise

Enabling Platform

Single Window 
System

Seller Buyer

Identity 
Management

Messaging Bus

Security Services
Document 
Exchange

Workflow 
Services

Insurance

Company

Warehouse

Operator

Financing

Company

“Willing” and 

satisfied 

customers

G2B2C
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Owning and Driving Car Simplified G2B2C

Government-Enterprise

Enabling Platform

Multi Government

Agencies

Insurance

Company

Car

Workshop

Financing

Company

• Driving test

• Driving licence

• Register car

• Road tax

Driving

School

Car

Seller

“Willing” and 

satisfied 

customer
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Owning and Driving Car Simplified

Government Enabling Platform

G2G2C

Intelligent Traffic Management Services (ITMS)

Owner/Driver

Identification

Multi-Violation

Detection

Online

Payment

Records &

Points System

Intelligent Command & Control Services

Automatic

Drone

Automatic

Call Taking

Automatic

Dispatch

Cross-

Agency

Speeding Accident
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Transforming eGovernment
Customers

Government Agencies

Beyond…
• Digitalisation

• Connectivity

• Going Online

• Cost Reduction

• Improve ROI

Redefining…
• Mission

• Organisation

• Governance

• Process

• Skillsets
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Transforming eGovernment

Beyond…
• Digitalisation

• Connectivity

• Going Online

• Cost Reduction

• Improve ROI

Redefining…
• Mission

• Organisation

• Governance

• Process

• Skillsets

Satisfying “unwilling” customers “Willing” & satisfied

Customers
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Transforming eGovernment

Improve Efficiency of

Current Services

New Services under

Current Mission

New Services under

Enhanced Mission

Digitisation Digitalisation Digital Transformation

+ Intelligence

Satisfying “unwilling” customers “Willing” & satisfied

Customers
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Digital Transformation Principles

Aim for the 

Best User 

Experience: 

ROADS

Service-

Oriented: 

Agility & 

Empowerment

IT, CT & OT 

Integration: 

Advanced 

Analytics & AI

Open 

Ecosystem: 

Innovation & 

Collaboration
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Different Use Cases, Common Data Entities
Customers

Government Agencies

Locations Events OrganisationsObjectsPeople
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Similar Operational Capabilities

Sensing Collaborating Sense-MakingCommunicating Decision Making
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Transforming eGovernment: Critical Success Fators

Sensing Collaborating Sense-MakingCommunicating Decision Making

Leadership Governance 

& Structure

Law & 

Regulation

Operating 

Model

Privacy & 

Sovereignty

Data 

Strategy

Technologies
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Intelligent Twins for All-Scenario Intelligence

Camera

Security
Robot

Transformer

Oil
temperature

Gas
meterSmoke

sensorTemperature
sensorDrone

Radar
Pole
tower

Intelligent Interaction
Cloud-edge-device collaboration OS

Intelligent Connectivity

Intelligent Hub
Cloud infrastructure

Public cloud Hybrid cloud

Computing | Storage | Network | Security | Blockchain

CDN  | collaboration |  RTC

Intelligent Applications

AI enablement

Low code/No code Logical data lake

Knowledge computing

City Transportation Enterprise Science Energy Network Finance Industrial

An integrated 

intelligent system 

with collaboration 

across cloud, 

network, edge, 

and device

Technologies

Sensing

Collaborating

Sense-Making

Communicating

Decision Making



HUAWEI INTELLIGENT TWINS
Build Foundation of the Digital World 
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Singapore PSi: New Generation

• Message Hub: messages of all forms, notification service, inbox

• Service Tracker: status of submission, historical records

• Document Vault: secure softcopy, e.g. notices, licenses, certificates

• Back Office Administration: processing & workflow, communication &

clarification, performance indicators

• Service Registry: setup & display, configuration, processing flows

• Performance Tracking: by service, individual, working group or agency


