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G2CG2C
• Online Public ServicesOnline Public Services
– Re-engineering (leaning) processes
– AutomationAutomation
– Access

• InteroperabilityInteroperability
• Institution
– IPSDSIPSDS
– DLG
– DITTDITT
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Today, Bhutan provides over 200 government to citizen services ranging across 
10 Ministries, 12 agencies and 20 Dzongkhags

▪ 42 agencies/ministries

Register Birth

Attend college
42 agencies/ministries 
and dzongkhags are 
involved in offering 
government to citizen, 

t t b i

Register for National Service

Look for a Job/start a
b igovernment to business 

and government to 
government services

business

Pursue career/run a business

Build a home▪ There are over 200 
services being currently 
offered in Bhutan 
supporting citizens

Build a home

Go overseas

Get medical helpsupporting citizens 
through their life journey

Get medical help

Employ people

Retire from workforce
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However, delivery of services leave much to be desired
Observation Key issues  Supporting comments

▪ Access ▪ Access of many G C services (e g forestA ▪ Access  ▪ Access of many G‐C services (e.g., forest 
permits, security clearances, birth/death 
certificates) limited to few centralized 
locations, forcing citizens to travel over 3‐4 
days at times in about 10 gewogs

▪ T d f

A “Too many centralized clearances are 
required for timber , environment and 
business permits”

Citizen related  ▪ Turn around 
time 

▪ Minimum turn around time for any process is 
7‐10 days extending to over 300 days for 
some. E.g., Forest clearances can take nearly 
5‐6 months

▪ Cost ▪ Costs are high for citizens and for 

Multiple clearances from various agencies”

“F f l d hbusinesses
▪ E.g., Costs (% per capita income) for 

construction permits in Bhutan is 150% vis‐
à‐vis Sri Lanka’s at 7%

“For forestry related matters we have to 
travel from the gup’s office to Dzongkhag 
and to the DFO’s office and try to meet as 
many officials – wastage of money”

Government 

▪ Overhead
– Resources ▪ Large paper dependant processes. For 

example, today a drivers license requires 
around 10 documents to be filled and 
processed

B
“Manual handling of forms by different 
concerned parties lead to loss of forms and 
unnecessary paper work”

related
▪ Currently 40% of civil servants (excluding 

teachers and health professionals) are 
involved in offering services to citizens 
businesses and agencies 

– Manpower 
“Approval from too many stakeholders are 
required. Lack of technical knowledge 
among officers”
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Bhutan currently ranks 130 / 191 countries in the e‐governance readiness report released by UN. This is lower than 
countries with similar economic conditions like Sri Lanka (94) and Bangladesh (126)



Most commonly used G2C services suffer from long lead time and 
limited access

A

2007 OD service delivery report

Service area Agency
Volume/ 
year

Average turn‐
around time

Building approval for 
municipal and rural areas

▪ City Corporation 

▪ Dzongkhag

300 in 
Thimphu

180 days1

y p

Removal of forest produce 
from private registered land

▪ Department of Forests

▪ Ministry of Agriculture
2

100,000 210 days
Allotment of firewood/ 
fencing post/support post/

▪ Department of Forests

▪ Ministry of Agriculture
3

Improvements 

Timber for rural house 
construction

▪ Department of Forests (MoA)4

100,000 210 daysfencing post/support post/ 
flag post for rural purpose

▪ Ministry of Agriculture
p

being made in 
services such as 
security 
clearances, 
license renewal, 

Land transaction2 ▪ National Land Commission 60,000 150‐180 days5

Issue/Renewal of driving 
licenses

▪ Road safety and transport authority
(MoIC)

10,000 30 days6

S i l R l Bh P li 60 000 7 14 d

,
firewood 
allotment, etc.

Security clearance ▪ Royal Bhutan Police

▪ Bureau of Law and Order

▪ Department of civil registration and 
census (Ministry of Home and Cultural 
Affairs)

60,000 7‐14 days7
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)

Environmental Clearances ▪ National Environment Commission 2001 200‐350 days8
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Aspirations on G-C service transformation
G C vision

▪ Aspire for providing every citizen access a variety (old/new) of government to citizen services within one 
day’s reach of his location

▪ Set up one stop shops which will reduce turn around time by 50‐70% of G‐C services and will allow citizens 
to file their complaints/issues and solutions 

G‐C vision

Aspirations KPI
2007
(Baseline) 2008 2009 2010 2011 2012 2013

Access to G‐C 
services within 
one day

% of people with access 
to G‐C services within 
one day

40%NANA 50% 60% 70% 80%

Number of e service 402NANA 60 100 150 205

50‐70% reduction 
f d

Number of services1 with 
d d

500 15 40 65 80

Number of e‐service 
outlets

402NANA 60 100 150 205

of TAT and e 
implementation of 
G‐C services

recorded 50‐70% 
reduction in TAT and e 
implementation
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These 16 areas involving 80 sub services can be implemented 
over next 3-4 years

Phase 2
(5 service areas)  

Phase 3
(5 services) 

March
2013 

Dec

Dec
2011 

Bhutan will need 
to re‐prioritize 
initiatives based 
on remaining or 
unfinished G‐C 

i

Phase 1
(6 service areas) 

2010 

services

▪ Job Portal (MoLHR )

▪ Trade / industry / business 
permits and licenses (MoEA)▪ Forestry related services (MoA)

▪ Agriculture services (MoA)

▪ Education related services (MoE)

▪ Census related services 
(birth/death/ marriage

▪ Public utilities (City corporation)

▪ Air and surface transport 
(Transport Authority, 
DHI)

▪ Security clearances (MoHCA)

▪ Vehicle related services (Road Safety 
and Transport Authority)

Agriculture services (MoA) ▪ Environment Clearances (NEC)

▪ Building approval (City corporation, dzongkhag )

Impact to citizens Feasibility / ease of implementation

▪ Fewer people involved
▪ Requires no fundamental change in government policy

(birth/death/ marriage 
certificate) (MoLHR) ▪ Land services (National Land Commission)▪ Immigration,visa processing (MoFA / 

MoLHR)

▪ Critical life event (birth / death / 
emergency)Criteria used for

BBAA
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▪ Requires no fundamental change in government policy
▪ Process constricted to single ministry / agency
▪ Complexity of technology solution

emergency)
▪ High citizen usage                  (frequency)
▪ Pain areas for citizens today

Criteria used for 
deciding roll out
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8 Initiatives to realise G-C aspirations

Vision 2020

A G C i i hi d f ll i i▪ Access to G‐C services within one day for all citizens
▪ One stop shop with 50‐70% faster TAT for delivery of e enabled 

G‐C services

Strategic
thruststhrusts

Improved access, time and costs to citizensOptimal deployment of government resources 

Key
initiatives
G‐C 

Build and link key databases 
(unique citizen id, land records, 
Vehicle, business databases) 
▪ Link delivery of services to the 

relevant databases
▪ Application of unique citizen id

Common IT Architecture
▪ Within the DIT, create a board 

to define common standards 
and protocols to facilitate 
integration of various IT 
projects

Customer Feedback
▪ Set up a feedback cell 

to actively 
communicate 
progress against 
public KPIs and collect

Lean re‐engineering
▪ Strengthen the IPSDS to 

work with ministries in re‐
engineering / leaning of 
prioritized processes within 
next 2‐3 months

1 2 3 4

Application of unique citizen id 
to rural and remote access to 
finance and other services

projectspublic KPIs and collect 
citizen feedback on G‐
C issues and solutions 

next 2 3 months

Operating service points
▪ Use PPP model with mixed 

IT infrastructure
▪ Align service delivery points 

5 6 7Outsourced IT build‐out
▪ Leverage outsourcing to fast‐track build‐out and 

rural‐urban clusters of gewogs 
given to 2‐3 firms running 
service centres and generating 
revenues from G‐C and other 
services (photocopy, IT classes 
etc.)

with broadband and 
electricity rollout 

maintenance of integrated IT back‐bone (data 
centres, applications, APIs)
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Cross
cutting
themes

G‐C Organization:  Set up a cross‐sectoral project team on building and delivery of G‐C services, lead by a project manager reporting to 
an e‐governance council (comprising of cabinet, RCSC and private participation) and committee of secretaries

8



To coordinate various initiatives within Bhutan’s G-C project, a 
cross sectoral project team is required reporting to an E governance 

councilcouncil
E governance council will act as a board and monitor 
the performance of the G‐C project. It could have the 
following members

E governance council
▪ Chaired by PM
▪ Cabinet ministers Committee of Secretaries

Executional Board 
to help drive 
implementation of 
leaned processes

V d

Key agency  : IPSDS 

▪ RCSC Chairperson
▪ Representatives from private sectorProject 

Manager

Committee of Secretaries

Key Agency : DIT Key Agency : DLG

Architecture 
and standards

IT Build team

Vendor 
management 
for e‐service 
points

Voice of 
Customer and 
MIS team

Policy and 
lean team

▪ Define and ▪ Prioritize G‐C services ▪ Provide interface for  ▪ Manage program 
d li d

▪ Issues relevant RFPs 
i i i fiKey Roles

CIC team

▪ Manages and 
h kensure 

conformance 
with IT 
architecture and 
standards

▪ Certify any IT 
project that is

▪ Lean and redesign 
processes

▪ Engage with policy‐
makers to ensure that 
relevant policies are 
designed

▪ Design implementation

customers to express 
grievances and 
suggestions

▪ Communicate 
progress

▪ Publish public KPIs
▪ Manage information

delivery and 
outsourcing of IT 
network to private 
firms

▪ Ensures all IT 
platforms are built 
according to defined 

inviting firms to 
participate in 
managing CICs

▪ Allocates combination 
of urban and rural 
geowgs as clusters to 
various firms

Key Roles checks 
maintenance 
of CICs by 
vendors

▪ Assists in 
training of 
employees ofproject that is 

undertaken 
under G2C

▪ Design implementation 
plan

▪ Manage information 
warehouses

▪ Provide value‐added 
analytic services

standards 
▪ Work with Policy 

team

various firms

R i d ▪ Team of 5‐6 people ▪ Team of ~3 people ▪ Team of 2 people ▪ Team of 3‐4 people ▪ Team of 2‐3

employees of 
CICs in 
operating 
various G‐C 
services

▪ Team of 5‐6
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Required 
resources

Team of 5‐6 people 
including IPSDS team 
and 1‐2 members of 
DIT

Team of  3 people 
from IPSDS and DLG 
with expertise in 
marketing and 1‐2 
analysts

Team of 2 people 
from the DIT

▪ Technical experts

Team of 3‐4 people 
including 
representatives from 
DLG and DIT

Team of 2‐3 
professionals from 
DIT and policy team

Team of 5‐6 
IT trained 
individuals 
from DLG 



Thank you


