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Government of Montserrat 

EGovernment Strategy 

 

 

1. Concepts 
Government is the means by which society pursues essential objectives: 

maintaining collective security, administering justice, providing the institutional 

infrastructure for economic growth, ensuring that the vital social capital is 

enhanced through improvements in education and health, and building strong 

families and communities.  Government policies create goods and services that 

are delivered to public.  

 

In a broad sense, the primary role of governments is to deliver services to their 

citizens, and most do. The issues are largely the quality, composition and 

efficiency of service delivery with a primary emphasis on citizens‟ needs.  

 

The availability of The Internet and powerful computing at relatively low costs 

has created opportunities for connecting citizens to the products, services and 

information of their government; 24 hour one-stop government has become the 

goal, powered by the capability of new technologies to continue operating and 

serving citizens with little human intervention. In a general sense, the public 

service becomes efficient, participatory and purposeful with the use of ICTs; this 

explains eGovernment.   

 

In the eGovernment environment, a large part of government business is 

conducted electronically, internally and externally when dealing with citizens and 

other partners. The presence of government is achieved through services delivered 

through multiple channels (e.g. internet, mobile phones, kiosks, ATMs and 

automatic voice recognition) using secure ICT infrastructure. The back offices are 

increasingly integrated and made interoperable to provide one-stop service, and 

government organizations work in an increasingly collaborative manner. 

Governments manage their information prudently, operate increasingly in a 

transparent mode and are open to public scrutiny. 

 

Movement towards an eGovernment environment therefore is not simply the 

increased use of ICTs in the public service; it entails significant service 

transformation, from the traditional hierarchical work style and accountabilities to 

a „whole-of-government” mode of collaborative work organizations and 

processes; enabled by ICTs and information management discipline.   

 

Good governance is also a recurring theme for social and economic development 

in the development literature. Good governance is considered as the single most 

important factor in eradicating poverty and promoting development.  
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Governance is the process of decision making and the processes by which 

decisions are implemented.  It comprises mechanism, processes and institutions 

through which citizens and groups articulate their interests exercise their legal 

rights, meet their obligations and mediate their differences.  Citizens often 

measure good governance by whether they feel fairly treated by their government 

processes, rather than whether the policies and rules of law exist on the books. 

Good governance can only be measured by those who are governed. Therefore the 

meaning of good governance is highly contextual, recognizing existing realities of 

the country and the region. 

 

Many facets of good governance can now be effectively implemented in the 

eGovernment environment with the extensive use of ICTs. It is because of this, 

eGovernment is often associated with good governance.  

 

The Government of Montserrat‟s eGovernment Strategy sets the vision of making 

the Montserrat public service a model of good governance.  The eGovernment 

Strategy‟s implementation roadmap is designed to ensure that each action item 

contributes significantly towards achieving this vision. 

2. Environmental Scan 

2.1 Methodology 
There are several Government of Montserrat (GOM) documents which 

underscore the importance that GOM places on public service modernization. 

These include: 

 Sustainable Development Plan (SDP) 2008-2020 

 Progress Report on SDP 2009, published in February 2010 

 Roadmap to a Balanced Budget 

 Public Service Culture Survey 

 Customer Service Survey 

 PSR 2 Program Design 

 Montserrat Public Service Management System 

 MCRS Implementation Report and Plan 

 Fiduciary Risk Assessment 

 DITES Business Plan 

 

In addition, the need for creating a connected government, improving operational 

and decision making processes, achieving efficiencies, and building a good 

governance structure was emphasised by a number of key stakeholders. An initial 

paper on eGovernment Strategy project was prepared and circulated to capture 

additional input on June 4, 2010. Comments were received from the eGovernment 

Steering Committee members present at the meeting on June 15, 2010. Written 

comments were also received from several senior government officials. An update 

on the eGovernment Strategy project was provided to the Core Management 

Team at its meeting on June 16, 2010.  
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2.2 Observations 
The above environmental scan confirms political and senior administrative 

commitments to operate in an eGovernment environment and their view that a 

modernized public service would result in accelerated economic development in 

Montserrat. This level of support is needed for successfully sustaining change 

management efforts and resolving institutional and resourcing issues. 

 

The GOM is already operating in an early form of eGovernment. All office 

employees have desktop computers and use government email. There is a limited 

web presence and ICTs are used in several administrative and mission-critical 

systems. The GOM has passed legislations governing electronic transactions and 

competitive info-communications marketplace. An eGovernment Steering 

Committee (eGSC) was recently established to provide a general oversight for the 

implementation of eGovernment initiatives within the public service. There is an 

ongoing Public Service Modernization Project. 

 

Montserrat is very progressive in terms of education levels, the penetration and 

use of ICTs, and a strong desire to become economically sustainable.  More than 

31% of the population is under 24 years and have a good understanding of new 

ICTs that are available today. There are 90 mobile phones per 100 persons in 

Montserrat. 

 

The public service provides employment to over 700 persons, and this number 

represents a significant part of the total number of households in Montserrat. This 

is a unique situation which suggests that modernization of the public service, with 

its proportionally large size and reach, would by extension result in a significant 

modernization of Montserrat on a whole.  

3 EGovernment Planning Considerations 
The following briefly list a set of representative requirements and issues that need 

to be addressed in the eGovernment Strategy and its implementation plan. Many 

of these requirements have been mentioned in multiple sources and therefore are 

considered credible for use in the development of the eGovernment strategy.  

3.1 Requirements 
Generally, there is a consensus on the following requirements: 

 Increase the efficiency and effectiveness of the public service; 

 Reduce the expenditures and increase the revenues of the public service; 

 Strengthen institutional and technical infrastructure to support the 

modernization of the public service; 

 Create a modern public service to help attract new investments; 

 Strengthen internal capacity at all levels within GOM to work in an ICT-

enabled working environment; 

 Modernize and integrate business systems of GOM; 

 Improve the management of government information; 



 

Ramesh Gupta  September 20, 2010 Page 8 
 

 Improve the delivery of services to citizens and other stakeholders; 

 Increase the use of ICT in business processes in GOM; 

 Link Montserratians and GOM with the rest of the world with affordable 

broadband access; 

 Create secure and reliable business continuity measures for GOM in case of 

natural disasters and/or other risks; 

 Proactively build relationship with Diasporas and other potential investors; 

 Increase tourism revenue; 

 Increase population; 

 Reduce the quantum of food import; 

 Improve the options for tertiary health care; 

 Improve the effectiveness of law enforcement; 

 Integrate with regional and sub-regional functional systems such as security, 

disaster management, judicial administration, tourism, health, education and 

environment; and 

 Establish a well-founded eGovernment program in GOM. 

2.1 Issues 
The following are the major issues recognized by most: 

 Although several policies that govern public service exist, they are not 

effectively communicated to GOM workforce; 

 Although ICT is increasingly used in several functions, most systems continue 

to have significant manual processes that slow down the processing cycle; 

 The „back offices‟ are not integrated; 

 Most ICT systems have been procured through donors in a piecemeal manner 

and therefore create interoperability issues; 

 Information management is not formally structured and practiced, and 

accuracy and reliability of government information is not assured; 

 Central filing is inadequate for information retrieval; 

 Electronic information is not being managed satisfactorily; 

 The competencies and skills for working in an electronic environment do not 

sufficiently exist as yet; 

 Although Montserrat is small in size, GOM does not operate in a „whole-of-

government‟ environment internally or for delivering services to citizens; 

 ICT infrastructure is not fully secure and adequate to ensure business 

continuity; 

 DITES is not involved up front in the business planning activities of 

government agencies; 

 Business plans of government agencies do not sufficiently reflect a focus on 

citizen services; and 

 Natural disasters remain a significant risk. 
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2.2 Strengths 
The following strengths are well recognized: 

 Political and senior administrative support and commitment exists for 

modernizing the public service; 

 PSRU has been active in building a formal business culture in GOM through 

actions such as strategic planning, performance measurement; standardized 

job descriptions, and monitoring and evaluation of the SDP progress; 

 The use of ICT in GOM has been increasing and most office workers have a 

desktop computer for daily routine work and email communications; 

 The education level and interest in education is high in Montserrat; 

 28% of the households have internet connections; 90% mobile telephone 

penetration (90 phones/100 persons) in Montserrat; 

 31% of the population is under 24 years old who are generally familiar with 

the use of ICTs; 

 Investments are being made to build a new Montserrat to fully recover from 

the 1995 volcanic disaster; 

 Legislations are in place that govern electronic transactions and competitive 

info-communications market place; 

 Functional cooperation with the OECS is in progress in areas such as common 

currency, Supreme Court, fishing regulations, and pharmaceutical 

procurement; and  

 The UK government is fully supportive of Montserrat‟s development. 
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3 EGovernment Strategy 
The e government strategy is an element of the overall national vision and 

strategic goals as articulated in the Sustainable Development Plan (SDP). The 

strategy supports the achievement of all the Strategic Goals, but makes a more 

specific and direct contribution to the achievement of the stated National 

Outcomes under Strategic Goal 4 which aims for “An efficient, responsive and 

accountable system of governance and public service” 

 

3.1 Vision 
The vision of Montserrat‟s eGovernment Strategy is: “Montserrat‟s public service 

- a model of good governance”. 

 

The good governance is viewed in terms of transformation of the government into 

a more efficient, responsive and citizen-oriented sector of the economy.  

 

The Strategy will support the government to improve its structures and processes 

through effective use of ICTs and deliver integrated, efficient and purposeful 

public services through multiple channels. 

3.2 Goals 
The goals of Montserrat‟s eGovernment Strategy are to enable: 

 Modernized public service 

 Meeting users‟ needs for government services 

 ICT-enabled national development 

 Strengthened linkages with the Caribbean region 

 

The goals are further elaborated in terms of anticipated outcomes as follows. The 

outcome statements below set out a broad vision of the future states (outcomes) 

that are desired at the end of the modernisation process. This is then used to 

identify the specific areas where the eGovernment Strategy provides support to 

the achievement of those outcomes.  

 

The eGovernment Strategy will support the following achievements:  

 Modernized public service to attract foreign investments and international 

trade; 

 Reduced expenditures in public service by process improvement;  

 Increased productivity and trade in economic sectors using international 

connectivity through broadband;   

 ICT-enabled private sector especially micro and small enterprise;  

 Strengthened linkages with the Caribbean region.  
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3.2.1 Modernized Public Service 

The goal of modernized public service would be considered achieved when a 

large part of the following outcomes are realized: 

 

Strengthened Human Resources Management 

The GOM recognizes its employees as a valuable asset for national development. 

The personal data and individual skills profile of public service employees are 

available in a computerized system (i.e. Human Resources Management System - 

HRMS) and are used for a variety of purposes such as human resources planning 

and management, human resources policy development, capacity development, 

organizational restructuring and employee deployment, succession planning, 

skills development, and career planning. 

 

The public service employees are able to electronically examine their own 

personal records (stored in HRMS) such as leave and vacation records and 

personal employment history, and request corrections when necessary. For this 

purpose, employees are issued a secure unique identifier that is authenticated 

while accessing personal records.  

The vacancies and job competitions are posted on government‟s internal website.  

The public service employees have access to voice communications, online 

conferencing and overseas training provisions over the internet.  The employees 

are able to tele-work from their homes subject to approval of their supervisors 

 

Accountability 

The general operation of the public service is governed with standard job 

descriptions, performance standards and a well defined accountability framework. 

Each official is well conversant with the elements of integrity of the public 

service which are well publicised. This includes aspects of security and privacy of 

information, customer services, transparency rules, and knowledge-sharing. The 

whole public service is focused on the achievement of the goals and plans for 

national economic and social development, and understands working within a 

unified „whole-of-government‟ working environment. All personnel policies, 

guidelines, and working tools are available on line for reference by individual 

employees for use in their routine work. 

 

Capacity Development 

The public service officials have competencies and skills to work in an electronic 

working environment. They are continually encouraged to maintain their 

competence through on-going learning processes for which they are awarded. As 

an incentive to learn the use of ICTs, the employees are able to procure 

productivity software tools for personal use at low prices through special 

arrangements with the vendors. 
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Whole-of-Government Mode of Operation 

All government agencies in the Government of Montserrat operate collaboratively 

and governed by a common set of policies, standards, management accountability 

framework and legislations. The policy set includes information management 

policy, information privacy and security policy, risk management policy and 

identity management policy. The set of standards includes web standards, 

common data standards, citizen service standards, and ICT standards. The set of 

legislations includes access to information and privacy legislation, and electronic 

transactions and digital signatures legislation.  

 

All government agencies also use common administrative systems (e.g. financial 

management system, human resources management system, records management 

system and procurement system), and shared information repositories.  

 

Information Management 

The information management environment is governed by policies that establish 

accountability, access to information rules, security and protection of information, 

and privacy regulations. Most public service officials are familiar with these 

policies and employ them appropriately. The policies and guidelines for 

information management are accessible for reference via the internal web portal. 

Each employee is accountable for managing information at his/her desktop. The 

electronic records are classified consistently across the government and are 

routinely stored on shared drives. This also applies to emails and electronic 

documents. Life cycle management (i.e. from acquisition to disposal) of 

information is well understood and practiced. There is a focal point in GOM that 

provides guidance on updating and operationalizing information management 

policies. 

 

ICT Infrastructure and Services 

The ICT infrastructure is shared across the public service. The desktop 

workstations of all public service officials are standardized and connected through 

a secure intranet. Broadband connectivity assures speedy service. A common help 

desk provides support when needed. All ICT procurements are centralized to 

ensure that they can be integrated in the existing ICT architecture. The donor 

supported computer systems (e.g. ASYCUDA, etc.) are accepted only if 

information can be reused and shared with other existing systems, and the 

technology is compatible with Montserrat‟s ICT infrastructure.  

 

The ICT systems and applications are fully backed up at an off-shore site to 

assure business continuity in cases of natural disasters or serious security 

breaches. The government is able to resume functions without much delay even in 

the case of a major disaster. The data center is located in a secure location.  

 

Financial Management 

The internal financial management system (e.g. Smart Stream) is largely 

automated from end-to-end and integrated with other administrative systems, 
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reducing duplicated processes and internal paper burden. More than 75% of the 

business processes are automated thus enabling information support to decision 

making and business planning. The cash collection process is standardized and is 

largely automated. Cash transactions are entered into the system at source.  

 

National Planning System 

The national planning system is automated. It gathers performance data from 

different business systems and provides a composite performance report using 

select indicators on national development, highlighting the areas that are lagging 

for corrective actions in rapid time. The project managers of large capital projects 

have computer support and are able to plan project design, report progress and 

manage changes. 

 

Smart Office Buildings 

All government offices including the new Government Headquarters Building 

have imbedded and secure shared ICT infrastructure for government-wide 

connectivity and use. Employees on temporary assignments can create their own 

desktop environment at new office locations with ease. Voice communications 

over the intranet is used to save costs. Web-based conferencing facilities are 

available and used for meetings and distance learning.   

 

Internal Knowledge Network 

An internal knowledge network is used by public service employees to exchange 

ideas and knowledge to support modernization and to share expertise across 

organizational boundaries when needed. Internal experts in specific subject areas 

(e.g. Geographic Information System (GIS), security, finance, information 

management, ICT, procurement, law, etc.) are encouraged to participate in 

knowledge exchange. New proposals for national development and public service 

modernization are posted on the network for comments and internal reviews. 

Innovative ideas are recognized and awarded annually. The formation of 

communities of common interests is actively encouraged.  

 

Model user of ICT 

The Modernized public service becomes a model user of ICT in business. Since 

the public service is a significant proportion of the local population, it influences 

the private sector and local families (including youth) to become more conversant 

with the use of ICTs in daily routine work. Ubiquitous use of ICTs fosters the 

development of a knowledge society out of which new opportunities for 

entrepreneurship in the ICT sector are realized.  

 

EGovernment Program 

The eGovernment program is a planned and resourced activity of the GOM. The 

implementation of eGovernment program is a shared responsibility of all 

government agencies. Government-wide efforts are coordinated and facilitated for 

achieving public service transformation, managing change, conducting 

stakeholders consultations, conducting due diligence of investments in ICTs and 
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service transformation, developing capacity of public service to operate in an 

eGovernment environment, managing and protecting government information, 

meeting users‟ (citizens) needs, and providing robust ICT infrastructure and 

systems support services. 

3.2.2 Meeting Users’ Needs for Government Services 

The goal of meeting users‟ needs for government services would be considered 

achieved when a large part of the following outcomes are realized: 

 

Government Services Directory 

Government services directory and full contact listings are available online for 

access by the users. Users are able to find the contact information of department 

or a person responsible for delivering a specific service and are able to contact the 

department or individual by telephone or email. 

 

One Stop Service, GOM Portal 

The government presents a unified face to users. The one stop users‟ service 

center at the government headquarters provides diverse services to Montserratians 

on a walk-in basis.  

 

In addition, the users are able to access government information and request 

services electronically through government‟s single unified web portal accessible 

over the internet, or by voice-based channels. The users are able to apply for birth, 

death or marriage certificates, passport applications and other such applications 

through secure internet access using individual identification which is 

appropriately authenticated. The government ensures that senior citizens and 

persons with disabilities are able to access government information and services 

with ease. 

 

Users are able to access services by functions (i.e. by the type of service needed) 

irrespective of which of the government agencies actually provide the services. 

Privacy and security rights of individuals are paramount in all service 

transactions.  

 

Affordable Internet Services 

The undersea optical fibre cable connects Montserrat with the rest of the world as 

was the case before 1995 volcanic eruption. The users in Montserrat are 

connected with the world through affordable high speed broadband internet 

services available to them through more than one supplier at costs that are similar 

to other countries in the Caribbean region. The fibre cable connection is an 

integral part of Montserrat‟s physical infrastructure development plans.  

 

Individualized Services 

Due to the small size of Montserrat, most targeted services are individualized for 

residents. Government‟s service delivery is targeted to customer needs. For 

example, the services to unemployed include gathering information on issues 
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causing an individual‟s unemployment, and the services provided to such 

individuals are holistic including counselling, job search options, and skills 

development needs. The case files on individuals are stored electronically for 

quick reference and information in them is governed by privacy and information 

retention rules. The same is true for other special groups such as disabled, senior 

and new immigrants. All users who use online government services are registered 

in the government database authenticated by individual identification through a 

series of secure steps.   

 

Proactive Services 

Some government services are also delivered on a proactive basis at users‟ 

request, subject to information privacy regulations. For example, Montserratians 

receive advanced alert notices through mobile, internet or telephone for the 

renewal of their passports, business licenses, driver licenses and other action 

items. Agriculture imports are tracked and local agriculturists are automatically 

given this information to support local agriculture production for the purpose of 

import substitution. Housing issues are automatically tracked and followed up 

with individuals to support home ownership. Health alerts are issued to pregnant 

mothers and infant care. Information on new tertiary and secondary health care 

options is automatically sent to local primary health care physicians. Information 

on potential markets and collaboration opportunities in the region is automatically 

distributed to relevant mini and micro enterprises in Montserrat 

 

Back office Integration 

Connected service delivery is a reality and drives government business processes. 

It is based on the integration of major back office systems. For example, the 

police are able to have real-time access to automobile registration data. The 

services to seniors, disabled and unemployed are coordinated. This reduces the 

time and cost to users in interacting with the government, and also reduces the 

paper burden on both government and user including businesses. The number of 

forms is reduced, and duplicated or redundant processes have been eliminated due 

to business service transformation. Agencies work in a collaborative manner. The 

government‟s operating expenditures are reduced by 5% due to realigned business 

processes. 

 

Montserrat Customs and Revenue Agency  

The merger of Inland Revenue and Department and Customs and Excise 

Department is complete, and business processes and information management 

have been re-aligned. ASYCUDA upgrade is achieved with more than 75% of 

related end-to-end business processes are automated. Common data standards are 

used to support interoperability with related systems. 

 

Government‟s revenue collection has improved by 50%. Taxpayers have the 

option to file their income, property and business taxes online. For online access 

to personal or property tax data, the interested taxpayers have secure unique 

identifiers. Government is able to follow up with the non-paying tax payers in a 
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timely fashion, and the auditors now have accurate and timely information for 

their actions. Taxpayers are able to communicate with tax officials electronically 

or through telephone and review their current or past tax returns. All case notes 

are saved electronically and are available to tax officials for reference as needed. 

 

Health Care 

Patient Administration systems and health records management systems in the 

hospitals and clinics are automated and governed by privacy regulations. Hospital 

health records are standardized and can be transmitted electronically to primary 

care physicians on request. The Health Information Management System provides 

data for health planning and management at the national level. The primary care 

physicians are given incentives to use ICTs in the management of patient records 

and share health records with other health delivery facilities on request.  

 

Montserratians are able to determine their best options for receiving tertiary or 

special health care through the government web site. This includes the health care 

arrangements available both within Montserrat and negotiated with neighbouring 

States.  

 

Education 

The admission and student academic records in local schools, college and 

university are automated and governed by privacy legislations. The School 

Information Management System provides data for communication with 

stakeholders (e.g. parents, teachers, counsellors and students) and for national 

educational planning. Montserratians are able to determine on the government 

web site educational opportunities, scholarships and financial aid available to 

them in the region or elsewhere. 

 

Population Increase 

Potential residents or businesses are able to download and file their applications 

online on the GOM website. All enquiries are addressed and followed up in a 

timely and efficient manner. The information on business opportunities, 

investments, skills shortages, living environment, and employment opportunities 

in Montserrat is made available to persons enquiring to live permanently in 

Montserrat.  

 

Land Management 

Land management and land mapping surveys are planned activities. Up-to-date 

maps are online and are available to stakeholders. . The Geographical Information 

System (GIS) tools are used to for creating and providing digital map data and the 

functionality is enhanced to provide data and mapping support to a much wider 

range of stakeholders such as the utility companies, Public Works Department  

and emergency services. Land registry is automated and information is available 

online, subject to data protection and privacy regulations.  Applications for 

landholding licenses can be submitted online.  
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Proactive Support to Economic Sectors 

The GOM maintains active database of local mini and micro businesses and 

provides them with proactive support on individualized basis. All requests to 

government for support are stored electronically in case files and are followed up 

proactively to monitor progress, subject to information privacy regulations.  

 

Extensive market studies are conducted in the neighbouring markets to assess 

opportunities for Montserratians and information is shared with local business in 

group training and individually. Potential marketing and distribution contacts in 

external markets are identified and information made available to local businesses 

on the government web site and by electronic newsletter. On inquiries from local 

businesses, the GOM actively searches for potential business partners in external 

markets. The GOM web conferencing facilities are made available to local 

business for video-conferencing with potential business partners. Online courses 

are made available for strengthening local capacity for export.  

 

Emergency Response System 

The emergency response team in Montserrat is integrated and coordinated. All 

agencies that need to respond to an emergency situation are electronically linked 

and operate with a common incident command framework. This includes natural 

disasters, fire, health or security emergencies.  

 

Disaster Recovery and Business Continuity 

With connected government and high speed broadband services, the government 

has better options to deal with outages and disruptions due to natural disasters or 

other causes. Its business continuity plans include storing backup of government 

information off-shore and having the ability to reinstate service without much 

delay if a major disruption occurs.  

 

3.2.3 ICT-Enabled Development 

The goal of ICT-enabled development would be considered achieved when a 

large part of the following outcomes are realized:. 

 

Incentives for ICT Use in business 

Special tax incentives are in place for mini and micro businesses to purchase ICT 

hardware and software for use in business development. This includes accelerated 

depreciation schedule for ICT capital purchases and reduced duty on import of 

ICTs. 

 

Education 

All schools have built-in ICT infrastructure to support the use of ICTs in the 

classroom. The schools are networked to facilitate the sharing of educational 

material for class room use. The students have access to external libraries through 

the internet for researching material for class projects. The schools also function 

as community centres after school hours whereby local residents can use the 
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internet for access to government websites and external libraries. Responsive use 

of internet is encouraged. Internet addiction among youth is monitored and 

actively discouraged.  Distance learning is enabled. 

 

Health  

Incentives are provided to primary health care providers to use ICTs in their 

practice, especially for managing patient records electronically. The incentives are 

similar to the ones given to mini and micro businesses. The primary health care 

providers are provided with information on approved external tertiary health 

facilities and are encouraged to use ICT tools for telemedicine and specialists 

consultations. 

 

Cohesive Society 

Facilities exist for Montserratians (including Diaspora) to exchange knowledge on 

common interests and for action items to support Montserrat‟s economic and 

social development. For example, youth have information on sports activities, 

innovations clubs, music groups, art classes, and special events organized by 

citizen groups. The women have a similar web site for activities directed to new 

mothers, children support groups, learning events and volunteering opportunities.  

Another special target group is Diaspora. The Diaspora has the ability to open up 

communications with Montserrat residents and collaborate on areas of common 

interests including art, sports, business and investments. The skills database exists 

for Diaspora to register for the purpose of exploring business or employment 

opportunities in Montserrat. The contribution of such non-official support to 

national development, enabled by ICT is significant and contributory to building 

Montserrat into a cohesive society.  

 

3.2.4 Strengthening Linkages with the Caribbean Region 

The goal of strengthened linkages with the Caribbean region would be considered 

achieved when a large part of the following outcomes are realized enabled by the 

current eGovernment Strategy through the extensive use of ICTs, information 

management protocols, and interoperability features built in GOM‟s business 

systems: 

 

Functional Cooperation 

The functional cooperation is actively pursued within the region in the areas of 

security, disaster management, tourism, judicial administration, transportation of 

hazardous material through Caribbean waters, health, agriculture, education and 

environment. 

 

Test bed for Innovations in the Region 

Due to its size, Montserrat is considered in the region as a desirable location for 

testing innovations in good governance and government service improvements. 
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Regional Leadership 

Montserrat takes the regional leadership in the area of disaster management. 

   

4 Implementation Strategy 

4.1 Framework 
 

The following framework provides an overview of the activities associated with 

transforming the public service into working in the eGovernment environment.  

 

 
The framework is brief described below: 

 

(1) Government Programs and Administration: The business processes in 

government programs and administration are re-engineered with objectives to 

stream line them from end-to-end, eliminate duplication, reduce paper-burden, 

and make them more relevant and responsive to users of government services. 

The processes are redesigned within the context of sustainable development 

plans, standardized policy frameworks, and users‟ needs. The concepts of 

„whole-of-government‟ and one-stop service for users are applied to the 

redesign of public service, enabled by ICTs. 

 

(2) Information Management: Since information management is essential for 

good governance, significant emphasis is given to building the information 

management discipline across the public service, enabled by ICTs. This 

includes the development and implementation of information management 

policies, guidelines and tools including access and privacy of information, 

information security, electronic records management and shared information 

EGovernment Vision, Goals, Anticipated Outcomes  

Government Programs and Administration 
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repositories.  Accountability for information management is defined and 

implemented at all levels of government. 

 

(3) ICT Infrastructure and Professional Services: Since ICTs provide the engine 

for operating electronically and achieving efficiencies and effectiveness in the 

public service, ICT infrastructure needs to be secure, reliable and ubiquitous 

on a 24/7 basis. The ICT professional services to support the design, 

development and operation of ICT-enabled applications serving business 

applications in government programs and administration need to be skilled, 

highly structured, user friendly, and conform to ICT standards and 

government policies. 

 

(4) EGovernment Program Management and Governance: The transition from the 

current environment to largely electronic working environment is a major 

undertaking and requires a structured and collaborative approach to change 

management. Therefore the eGovernment program needs to be a planned and 

resourced activity, governed by leadership that is collaborative, cooperative 

and highly focused on achieving the vision and goals of eGovernment. The 

program management includes significant liaison with stakeholders within the 

GOM and key institutions in the Caribbean to support functional cooperation. 

 

(5) EGovernment Readiness and Capacity Development: Since the change is 

highly dependent upon the competencies and skills of employees at all levels, 

an eGovernment readiness program is essential for achieving the goals of 

eGovernment. The eGovernment readiness program would operate in 

conjunction with the wider capacity development program envisioned in 

PSR2.  

 

(6) Institutional Infrastructure: There are several institutional infrastructure 

objects needed to support the eGovernment program. This includes items such 

as citizen services standards, „whole-of-government‟ strategy, identity 

management policy, and management accountability framework. The 

development of institutional infrastructure objects would be done in 

conjunction with the wider institutional infrastructure development as being 

planned in PSR2. 

4.2 Methodology 
Each of the anticipated outcomes listed in Section 3 was used to identify objects 

needed to achieve the outcomes. These objects were categorized using the above 

framework. The responsibility and accountability for each of the objects were 

identified. In addition, the current status of each of the objects was noted. All data 

items on objects were tabulated in the EGovernment Worksheet in Appendix A.  

 

The synthesis of objects in the worksheet led to the identification of sixteen 

initiatives planned for the implementation of the Strategy. Presently, the GOM 

Ministries and Departments are actively engaged in planning for the period of 
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2010-2014. It is likely that additional initiatives may get identified and/or the 

current initiatives may get modified when the planning process is concluded. 

 

4.3 Initiatives 
The sixteen initiatives are briefly outlined below and more details on them are 

provided in Appendix B. 

4.3.1 Government Programs and Administration 

1. Enhance Human Resources Management System 

The Human Resources Management System (HRMS) would provide a tool for 

managing one of the largest assets available to GOM for development. In 

addition to routine human resources management processes, it would provide 

an insight into the current strengths in skills and competencies and motivate 

employees to become aware of the use of ICTs for their own benefits. In 

addition, it would support appropriate deployment of human resources, and 

the design of capacity development programs that is relevant to Montserrat‟s 

development. 

 

Accountability: Human Resources Management Unit 

 

2. Enhance Financial Management System 

The Financial Information Management System would be largely automated 

from end-to-end and integrated with other administrative systems, reducing 

the duplicated and paper-based processes. More than 75% of the business 

processes would be automated thus enabling information support to decision 

making and business planning. The payment collection system would be 

standardized and used across the board. Procurement processes would be 

automated and made more transparent.  The national planning system would 

also be automated to capture both the planning and performance data on 

national development. The project managers of large capital projects would 

use a standardized methodology. 

 

Accountability: Ministry of Finance 

 

3. Re-engineer Business Processes in the Ministry of Health 

Patient Administration systems and health records management systems in the 

hospitals and clinics would be automated and governed by privacy 

regulations. Hospital health records would be standardized. It would become 

possible to transmit hospital health records electronically to primary care 

physicians on request. The Health Information Management System would 

provide data for health planning and management at the national level. The 

primary care physicians would be given incentives to use ICTs in the 

management of patient records and share health records with other health 

delivery facilities on request. Montserratians would have information on 

tertiary or special health care through the government web site. This would 
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include the health care arrangements available both within Montserrat and 

negotiated with neighboring States. Tele-health opportunities would be 

enhanced. The primary health care providers would be provided with 

information on approved external tertiary health facilities and would be 

encouraged to use ICT tools for telemedicine and specialists consultations. 

 

Accountability: Ministry of Health 
 

4. Re-engineer Business Processes in Ministry of Education 

The admission and student academic records in local schools, college and 

university would be automated and governed by privacy legislations. The 

School Information Management System would provide data for 

communication with stakeholders (e.g. parents, teachers, counselors and 

students) and for national educational planning. Montserratians would be able 

to determine on the government web site educational opportunities, 

scholarships and financial aid available to them in the region or elsewhere. 

 

All schools would have built-in ICT infrastructure to support the use of ICTs 

in the classroom. The schools would be networked to facilitate the sharing of 

educational material for class room use. The students would have access to 

external libraries through the internet for researching material for class 

projects. The schools would also function as community centers after school 

hours whereby local residents would be able to use the internet for access to 

government websites and external libraries. Responsive use of internet would 

be encouraged. Internet addiction among youth would be monitored and 

actively discouraged.  Distance learning would be enabled. 

 

Accountability: Ministry of Education 
 

5. Re-engineer Business Processes in Select Areas of the Development Unit 

Population increase: Potential residents or businesses would be able to 

download and file their applications online on the GOM website. All enquiries 

would be addressed and followed up in a timely and efficient manner. The 

information on business opportunities, investments, skills shortages, living 

environment, and employment opportunities in Montserrat would be made 

available to persons enquiring to live permanently in Montserrat. These 

business processes would support the drive to increase the population of 

Montserrat. 

 

Local business development: The GOM would maintain an active database of 

local mini and micro businesses and would provide them with proactive 

support on individualized basis. All requests to government for support would 

be stored electronically in case files and would be followed up proactively to 

monitor progress, subject to information privacy regulations. Extensive 

market studies would be conducted in the neighboring markets to assess 

opportunities for Montserratians and information would be shared with local 
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business in group training and individually. The GOM web conferencing 

facilities would be made available to local business for video-conferencing 

with potential business partners.  

 

Accountability: Development Unit 

 

6. Re-engineer Business Processes in MCRS 

The clients would be file customs document electronically in advance of 

shipment arrival for quick settlement. 85% of the customs processes would be 

automated. The taxpayers would have the option to file their income, property 

and business taxes electronically. They would have the facility to examine 

their tax returns online. The taxpayers would have secure unique identifiers 

for their transactions with the government. The government would be able to 

follow-up with non-paying tax payers in a timely fashion, and the auditors 

would have accurate and timely information for their actions. Government‟s 

revenue collection would improve by 50%. 

 

Accountability: Montserrat Customs and Revenue Agency 

 

7. Re-engineer Business Processes in Land Management  

The Geographical Information System (GIS) would be used to create and 

distribute digital maps and land records. The GIS data would also be used by a 

wide range of stakeholders such as the utility companies, emergency services 

and the Public Works Department. The land registry would be automated. The 

users would have the options to submit landholding license applications 

online. 

 

Accountability; Ministry of Agriculture, Lands, Housing and the Environment 

 

8. Enhance Disaster Recovery and Business Continuity and Emergency 

Response Systems 

The government‟s disaster recovery and business continuity plans would 

include storing back up of government data off-shore using the high speed 

broadband service, and would have the ability to re-instate services without 

much delay in case a major disruption occurs.  All agencies that need to 

respond to emergency situations would be electronically linked and would 

operate with a common incident command framework. Montserrat assumes 

the regional leadership role in disaster management. 

 

Accountability: Disaster Management and Coordination Agency 
 

9. Establish the Capability for Delivering One-Stop Government Services 

through Multiple Channels including Electronic Means 

The government would provide one-stop services in selected areas to citizens 

through multiple channels including a walk-in place at the government 

headquarters and a government portal. Service delivery would meet 



 

Ramesh Gupta  September 20, 2010 Page 24 
 

established service standards. The back offices would be largely integrated 

and share information. The users would access government services and 

conduct secure transactions using unique identifier system to ensure privacy 

and security. All government sites would use common web standards and web 

sites would be organized by types of services. Accountability for web contents 

management would be established and enforced. 

 

Accountability: Shared 
 

10. Establish a Public Knowledge Network 

The public knowledge network would provide Montserratians with a facility 

to exchange knowledge on common interests and for action items to support 

Montserrat‟s economic and social development. For example, youth would 

have information on sports activities, innovations clubs, music groups, art 

classes, and special events organized by citizen groups. The women would 

have a similar web site for activities directed to new mothers, children support 

groups, learning events and volunteering opportunities.  Another special target 

group would be Diaspora. The Diaspora would have the ability to open up 

communications with Montserrat residents and collaborate on areas of 

common interests including art, sports, business and investments. The skills 

database would exist for Diaspora to register for the purpose of exploring 

business or employment opportunities in Montserrat.  

 

Accountability: Montserrat Media Corporation (MMC) 

4.3.2 Information Management 

11. Establish and Operationalize the Information Management Function  
Information is life blood of a modernized public service. The establishment of 

the Information Management function would create a focal point within GOM 

to lead the strengthening of information management discipline urgently 

needed for modernization of the public service especially in the eGovernment 

and eGovernance working environments. The accountability for managing 

information (including electronic information) would be operationalized at all 

levels. The capacity for information management would be enhanced with 

awareness and training programs. Interoperability of automated business 

systems of GOM would be achieved using common data standards and shared 

data repositories. This function would be situated within DITES. 
 

Accountability: DITES 

4.3.3 ICT Infrastructure Services 

12. Provide Enhanced ICT Infrastructure and Professional Services 

With the goal to move with full steam into working electronically within 

GOM, the ICT infrastructure services would be made secure and ubiquitous 

ICT infrastructure services supported by professional staff and structured 

policies, standards and processes. The ICT infrastructure would be unified and 



 

Ramesh Gupta  September 20, 2010 Page 25 
 

have a help desk to improve service level to all users across GOM. It would 

provide the opportunities for tele-work where appropriate and create other 

services such as VOIP and tele- and video-conferencing facilities to reduce 

costs. A disaster recovery plan would be in place to ensure business continuity 

without much delay and excessive costs. 

 

Accountability: DITES 

 

13. Enhance International Broadband Connectivity 

Montserrat would be connected with the international broadband network 

through a fibre connection. This will not only provide Montserratians and 

GOM with reliable speedier connection between Montserrat and the rest of the 

world at lower costs than at present, but would also open up opportunities for 

new business development in Montserrat and a high visibility of Montserrat 

internationally to attract investments. In addition, the GOM would have the 

capability for storing its backup data offshore as a part of its disaster recovery 

and business continuity plan, considered essential due to ongoing risks of 

volcanic eruption and natural disasters. 

 

Accountability: DITES 

4.3.4 EGovernment Readiness and Capacity Development 

14. Establish and Operationalize an EGovernment Readiness Program 

within GOM 

The eGovernment Readiness Program within GOM would be targeted to 

building capacity of the public service to work in the eGovernment 

(electronic) working environment. This would address three public service 

communities in particular engaged in: information management; service 

delivery to users; and information technology services. In addition, it would 

provide training and development for managers on managing the 

eGovernment environment, and an ongoing general awareness program for all 

employees.  

 

Accountability: DITES 
 

15. Establish an Internal Knowledge Network 

The Internal Knowledge Network would empower public service employees 

at all levels to use information and ICTs in their work place, and to share their 

knowledge across the public service. It will bring cohesiveness to the public 

service and uniformity in its operation, and will empower the employees in 

consistent applications of GOM policies and processes. The Internal 

Knowledge Network would create an opportunity to encourage innovations 

and engage employees in the development process. 

 

Accountability: Shared 
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4.3.5 Management of eGovernment Program 

16. Design and Manage the eGovernment Program 

The management of eGovernment program would be a planned and resourced 

activity. It would be led by DITES after it is reorganized to take on new 

responsibilities in the areas of information management, ICT services, client 

services, and eGovernment readiness development. The role of the 

eGovernment program manager would be established to create an authority 

and accountability for significant coordination and liaison with the 

stakeholders to achieve a „whole-of-government‟ approach to conducting 

government business. 

 

Accountability: DITES 

 

4.4 Implementation Considerations 

4.4.1 Champion 

The Champion for eGovernment proactively promotes the implementation of 

eGovernment program government-wide, monitors progress, and makes timely 

interventions for resolving issues on priorities and resources. The Chief Minister 

has agreed to be the Champion for eGovernment Strategy. 

4.4.2 Reorganization of DITES 

The current mandate of DITES should be expanded to include the following new 

functions, in addition to the provision of enhanced ICT infrastructure and 

professional services as at present: 

i. EGovernment Program Management 

ii. Information Management 

iii. EGovernment Readiness and Capacity Development 

 

The above change would create a focal point in GOM for leading the 

transformation of the public service into working in the electronic environment 

and building the essential capabilities in information management and 

eGovernment readiness that underpin all modernization initiatives in GOM. The 

staff recruitment and DITES readiness should proceed without much delay. 

4.4.3 Advisory support for DITES 

Advisory and mentoring support should be provided to DITES during the start up 

period of two years in the areas of eGovernment program management, 

information management, eGovernment readiness and advanced ICT 

infrastructure.  

4.4.4 Liaise with PSR2 

Presently eGovernment Strategy development and PSR2 design have proceeded 

on two relatively parallel paths. While PSR2 has largely focused on developing 
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overall institutional infrastructure and organizational capacity, the eGovernment 

has largely focused on developing electronic infrastructure and eGovernment 

related human resources and organizational capacity. Since both are focused on 

largely the same vision and goal, the development of individual objects at the 

operational level in the two areas should be a collaborative and cooperative 

activity. 

4.5 Financial Implications 

4.5.1 Resource Requirements 

The implementation of the eGovernment working environment is viewed as a 

mandatory requirement for the GOM to achieve its strategic objectives. The 

financial implications of the eGovernment Strategy however have not yet been 

formally assessed in detail and will be done after a detailed plan is developed on 

approval of the EGovernment Strategy by GOM.  

 

Generally the following financial implications are anticipated: 

(a) Reconstituting DITES to become the focal point for leading GOM into the 

electronic environment. This would require professional capacity within 

DITES to lead in the added areas of information management, eGovernment 

readiness and advanced ICT infrastructure. Most of the human resources are 

likely to be recruited from within GOM. However, DITES would require 

external consulting assistance to support the transition over the next two 

years; 

(b) Many of the transformations of services into increased electronic form would 

be led by individual government agencies. The need for funding would be 

determined on a case-by case basis when specific projects for transformation 

are designed;  

(c) New funding would be needed for cross-cutting initiatives such as broadband 

connectivity, records management, increased security of ICT infrastructure, a 

knowledge network for internal users, a government portal for delivering 

government services to external users, a shared system for conducting 

transactions on government portal, a shared payment collection system, and 

training;  

(d) Since government agencies are well equipped with computer hardware, no 

large investments are anticipated in computer hardware. 

(e) There would be opportunities for levying user fees in some of the electronic 

service delivery areas once they are fully operational in a credible manner. 

This includes customs clearance, business licenses, trade marks, 

birth/death/marriage registry and lands registration;   

(f) It is anticipated that government expenditures would be reduced by 

implementing eGovernment measures. It is also anticipated that arrears in tax 

collection would decrease significantly with an enhanced payment collection 

system and an enhanced tax administration system. 
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4.5.2 Resourcing Options 

(a) Internal Funding 

The GOM ministries and departments should reflect in their business plans the 

elements of eGovernment that they envision are necessary to serve their 

customers and achieve efficiencies, and redeploy resources from their existing 

budgets for this purpose.  

 

(b) External funding 

The existence of approved eGovernment Strategy would make it easier to 

secure funding from a variety of sources for specific sector-oriented initiatives 

(or parts of them) listed in the implementation road map. This is because the 

eGovernment strategy lays out GOM‟s vision and goals and a strategic plan 

for using eGovernment as an enabler for achieving its goals. The Strategy now 

provides the international donors and funding communities a GOM plan for 

modernizing the public service and service delivery. It therefore can be used 

as a context for framing funding proposal for specific initiatives identified in 

the business plans of Ministries and departments. The GOM‟s commitment to 

operate in the eGovernment environment, evidenced by its actions to 

implement the key building blocks of the strategy such as information 

management, eGovernment readiness, institutional infrastructure and ICT 

infrastructure in a highly focused manner, would be reassuring to funding 

agencies.  For example, a funding proposal for tele-health could now include 

the emerging readiness within GOM with relevant policies and processes for 

electronic information management, information privacy and security, and a 

robust ICT infrastructure.  Similarly funding proposals for human resources 

management system, tax administration system, and internal knowledge 

network would be able to convey to donors the possibility of high degree of 

sustainability of such initiatives due to the emerging eGovernment 

environment across the public service.  

 

(c) Leveraging Regional Support 

The GOM should explore the opportunities for leveraging relevant 

eGovernment related initiatives being pursued within the region in 

neighbouring states, OECS and CARICOM, especially in the areas such as 

health, education, disaster management, trade and tourism. For example, the 

EGRIP project within OECS is presently proceeding to examine ICT 

applications in areas such as customs, eProcurement, health management 

information system and digital signatures. Health management information 

system projects are also being pursued individually by several states within 

the OECS. Even if full systems from other jurisdictions are not transferable, 

there are usually several components such as policies and standards that can 

be imported and adapted at low or no cost. The contacts therefore should be 

established with CARICOM institutions such as CARICAD and with OECS 

for cooperative activities. 

 

(d) Knowledge Exchange 
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The GOM should also consider establishing a long term relationship with one 

developed country (e.g. Canada) to create a „help line‟ for support in areas of 

information management, eGovernment readiness and advanced ICT 

infrastructure. This would provide GOM with access to significant body of 

knowledge which has already proven its operational value in the selected 

country. This would expedite the development of several eGovernment 

objects (listed in Appendix A) at low costs. 

4.6 Timing 

It is anticipated that a large part of the sixteen initiatives as identified in Appendix 

B would be operational by 2014. The work on them should start without much 

delay. 

 


