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some. E.g., Forest clearances can take
5-6 months

Resources

Costs are high for citizen
inesses
osts (% per capita income) for
uction permits in Bhutan is 150% vis-
a-vis Sri Lanka’s at 7%

Large paper dependant processes. For
example, today a drivers license requires
around 10 documents to be filled and
processed

Vianpower

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

Multiple clearances from various agencies”

- “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”

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

Currentl
teachers
involve

“Approval from too many stakeholders are
required. Lack of technical knowledge
among officers”

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)
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Ministry of Agriculture

Department of Forests
Ministry of Agriculture

)artment of Forests (MoA)

Road safety and transport authority
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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

Aspirations

2007
(Baseline)

2008

2010

2011

2012

2013

Access to G-C
services within

50-70% reduction
of TAT and e
implementation of
G-C services

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

Number of e-service
outlets

Number of services! with
recorded 50-70%
reduction in TAT and e
implementation

NA

50%

60%

70%

80%




Forestry re

ducation related services (MoE)

= Job Portal (MoLHR)

Agriculture services (MoA)

Security clearances (MoHCA)

ices (Road Safety

sa processing (MoFA /

Air and surface transport

(Transport Authority,
DHI)

Census related services
(birth/death/ marriage

-

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

Trade / industry / business
permits and licenses (MoEA)

Environment Clearances (NEC)
Public utilities (Cit

Building appr

Land servic
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— Vision 2020

= 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
thrusts

1 Lean re-engineering 2 Customer Feedback 3 Common IT Architecture ( 4 Build and link key databases
= Strengthen the IPSDS to = Set up a feedback cell =  Within the DIT, create a board] (unique citizen id, land records,

work with ministries in re- to actively to define common standards Vehicle, business databases)
engineering / leaning of communicate and protocols to facilitate = Link delivery of services to the
prioritized processes within progress against integration of various IT relevant databases
next 2-3 months public KPIs and collect projects Application of unique citizen id

citizen feedback on G- to rural and remote access to

Cissues and solutions finance and other services

5 IT infrastructure 6 Outsourced IT build-out 7 Operating service points

= Align service delivery points = Leverage outsourcing to fast-track build-out and Use PPP model with mixed
with broadband and maintenance of integrated IT back-bone (data rural-urban clusters of gewogs
electricity rollout centres, applications, APIs) given to 2-3 firms running
service centres and generating
revenues from G-C and other
services (photocopy, IT classes
etc.)

8

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




Executional Board ' E governance council will act as a board and monitor
to help drive the performance of the G-C project. It could have the
implementation of following members

leaned processes

Chaired by PM

Cabinet ministers

RCSC Chairperson

Representatives from private sector

|

. Vendor
. Voice of .
Policy and Architecture . management
Customer and IT Build team . CIC team

lean team MIS team and standards for e-service

Prioritize G-C services Provide interface for Define and Manage program Issues relevant

Key Roles Lean and redesign customers to express ensure delivery and inviting firms to
processes grievances and conformance outsourcing Of IT participate in maintenance
= Engage with policy- suggestions with IT network to private managing CICs of CICs by
sensure that ® Communicate architecture and firms i

vendors
progress standards Ensures all IT Assists in

oublish public KPIs Certify any IT pIatfo(;ms aredb:iilt q
Manage informatiog project that is Sf::éalrréi Rl
warehouses ork with Policy
Provide value-add
analytic services

Required
resources






