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Government of Montserrat 

EGovernment Strategy 
Volume 2: Appendices 

 

Introduction 
This is the second volume of Montserrat‟s eGovernment Strategy. It contains two Appendices: 

 

Appendix A: EGovernment Worksheet 

Appendix B: eGovernment Initiatives 
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Appendix A: eGovernment Worksheet 
 
The following worksheet presents an analysis of objects that are needed to achieve the anticipated outcomes of the eGovernment strategy. This 
forms the basis for creating an implementation roadmap for the strategy in the form of sixteen major initiatives as listed in Appendix B, and 
would also be useful in tracking progress of work leading to specific outcomes by checking the availability of needed objects produced by 
different initiatives. 
 
The Worksheet was created in the following steps: 
(a) For each of the anticipated outcomes of the Strategy, major objects were identified that are required to be operational in order to achieve 

the outcome. Since some objects may be needed for more than one anticipated outcome, there are some duplicates (e.g. 1 and 33; 5,15,68; 
13, 23, 39; etc.) that have been left in the worksheet to maintain their relevance to the outcomes. A list of 151 objects (including some 
duplicates) was identified. These objects should be viewed as output of activities undertaken as a part of eGovernment Strategy, and have 
been grouped for this purpose in sixteen initiatives identified for the Strategy as listed in Appendix B. 

(b) The current status of these objects was noted. While many objects need to be produced, there are several that exist in some form presently.  
(c) The responsibility matrix was created for objects identifying responsibility, accountability and support organizations for the production of 

these objects.  
(d) The objects were coded using the eGovernment Framework given in the Strategy document and reproduced on the next page. The column 

labelled F contains the code from the framework. 
(e) All objects were synthesized to prepare a list sixteen initiatives for the strategy. Activities and sub-activities of an initiative produce some of 

the listed objects and use objects that are produced in other initiatives. The column labelled as I contains the Initiative number that produce 
the object.  

 
The Worksheet is very useful for work planning purposes by organizations accountable for objects. When sorted by the column labelled 
“Accountable”, all objects by organizations (accountable for the production of the object) would be grouped together. By sorting on the 
framework code given in the column “F”, objects can be organized by type of activities identified in the framework.   By sorting on the Initiative 
code given in the column labelled “I”, objects can be grouped together by specific Initiatives. 
 
It is assumed that once detailed plans for activities are prepared, additional objects may get identified and entered into the worksheet. In this 
fashion, the Worksheet will also function as an overall planning document for achieving the anticipated outcomes.  
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Framework 
 

The following framework provides an overview of the activities associated with transforming the public service into working 

in the eGovernment environment. The objects mentioned earlier have been coded by the code in this framework depicting the 

type of object. 

 

 
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 

EGovernment Vision, Goals, Anticipated Outcomes 

Government Programs and Administration 
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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 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. 
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EGovernment Worksheet 
 
 
 
 

N Outcome statement O Objects 

 

Current Status I F ACTORS 

Responsible Accountable Enablers 

1 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 

1 

33
1
 

Human resources 

management system 

 

HR Module in Smartstream is 

functional; however there is a need 

to review its functionality with 

regard to all the HRM needs. 

1 1 HRMU HRMU DITES 

PSRU 

2 Unique identifier and 

authentication systems 

for employees 

Does not exist.  Should be 

considered as a precursor to a 

similar system to provide public 

access to Government information. 

15 6 DITES HRMU DITES 

PMDU 

3 Electronic personnel 

records 

 

HR Module in Smartstream is 

functional; however there is a need 

to review its functionality with 

regard to all the HRM needs. 

1 1 HRMU HRMU DITES 

4 Personnel policies, 

guidelines and working 

tools accessible on 

employee workstations 

 

Can be integrated into the GOM 

Internal Web Portal. 

1 1 HRMU HRMU PSRU 

PMDU 

5 

15 

68 

Government internal 

web site for employees 

only 

 

Work in progress... Should be ready 

by October. 

15 1 DITES HRMU DITES 

PSRU 

6 

67 

Web-based tele and 

video-conferencing 

facility  

Video conferencing facility exists in 

the CM‟s conference room.  

Another set of equipment to be 

installed in the HRMU Conference 

12 3 DITES DITES DITES 

                                                 
1
 The second number indicates an object number that is the same as the current one (duplicates are thus identified). 

N: Anticipated Outcome Number 

O: Object Number 

I: eGovernment Initiative Number 

F: Code from eGovernment Framework 
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N Outcome statement O Objects 

 

Current Status I F ACTORS 

Responsible Accountable Enablers 

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 
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. 
 

room. 

7 Notice of vacancies and 

job competitions on 

internal web sites 

 

Can be integrated into the GOM 

Internal Web Portal. 

1 1 HRMU HRMU DITES 

8 

66 

Voice communications 

over the internet 

 

Technically possible; but needs to 

be assessed from a policy 

perspective. 

12 3 DITES DITES DITES 

9 Online courses for 

employees over the 

internet 

 

This can be implemented when the 

relevant courses are identified. 

(ICDL or MOUS etc.) 

1 1 HRMU HRMU DITES 

10 Tele-work facility for 

employees 

Facility exists and can be rolled out 

to authorised employees.  Policy 

needs to be developed. 

12 3 DITES DITES HRMU 

PSRU 

2 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 

11 Standard job descriptions 

and performance 

standards for employees 

 1 1 HRMU HRMU PSRU 

PMDU 

12 Accountability 

framework for 

employees (updated 

General Order) 

 1 6 HRMU HRMU PSRU 

13 

23 

39 

Information privacy and 

security policy 

 

Not standardised.  Needs to be 

developed as a priority for enabling 

eGovernment. 

11 2 DITES DITES PSRU 

14 

27 

Customer service policy 

and standards 

Needs to be developed and 

implemented. 

Planned under component 2 of 

PSR2 

9 6 PMDU PMDU PSRU 

DITES 

15 

5 

68 

Internal knowledge 

network 

 

To be incorporated into the Internal 

Web Portal development. 

15 1 DITES HRMU DITES 

16 “Whole-of-Government” Being developed as a part of PSR2 9 6 PSRU PSRU DITES 
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N Outcome statement O Objects 

 

Current Status I F ACTORS 

Responsible Accountable Enablers 

personnel policies, guidelines, and 
working tools are available on line for 
reference by individual employees for 
use in their routine work. 
 

21 strategy and PSMS 

17 Sustainable 

Development targets and 

progress report 

accessible through 

internal web site 

 

Should be made available on the 

Internal Web Portal. 

5 1 Developmen

t Unit 

Developmen

t 

Unit 

DITES 

3 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 and 
computer hardware for personal use at 
low prices through special arrangements 
with the vendors. 
 

18 Skills and competencies 

for working in 

eGovernment 

environment 

 

Required.  To be further examined. 14 5 DITES DITES PMDU 

19 Training programs for 

working in eGovernment 

environment 

 

Dependent on 18 above 14 5 DITES DITES PMDU 

20 Software productivity 

tools for purchase by 

employees at discounted 

prices 

 

Policy framework needs to be 

established. 

MS Enterprise Agreement allows 

for Free and Discounted Software to 

GoM employees. 

Hardware procurement needs 

further discussion. 

14 5 DITES DITES HRMU 

PMDU 

4 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 

21 

16 

“Whole-of-Government” 

strategy 

Being developed as a part of PSR2 

and PSMS 

9 6 PSRU PSRU DITES 

22 

38 

Information management 

policy 

 

Needs to be Developed in short 

order 

11 2 DITES DITES PSRU 

23 

39 

13 

Information privacy and 

security policy 

 

Needs to be Developed in short 

order 

11 2 DITES DITES PRSU 

 Delete       
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N Outcome statement O Objects 

 

Current Status I F ACTORS 

Responsible Accountable Enablers 

information management policy, 
information privacy and security 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.  
 

24 Identity management 

policy 

 

Needs to be Developed 9 6 DITES PSRU PSRU 

25 Common web 

standards/portal 

 

Progress made on „common look 

and feel‟, needs further review. 

Methodology for delivery of GoM 

information needs to be reviewed. 

9 3 DITES DITES PSRU 

26 Common data standards 

 

Needs to be developed soon 11 2 DITES DITES  

27 

14 

Citizens service 

standards 

 

Needs to be developed and 

implemented. 

Planned under component 2 of 

PSR2 

9 6 PMDU PMDU DITES 

PSRU 

28 

47 

ICT standards 

 

Target Architecture needs to be 

developed. 

12 3 DITES DITES  

29 Access to information 

and privacy legislation 

 

Needs to established 11 2 DITES DITES Legal 

Dept 

PSRU 

 

30 Electronic transactions 

and digital signatures 

legislation 

 

Legislation exists.  Technical 

Mechanism does not exist. 

11 2 DITES DITES Legal 

Dept 

PSRU 

 

 

31 Management 

accountability 

framework 

 

PMDU working on it? 

Note: Send Sarah MAF from 

Canada 

9 6 PSRU PMDU  

32 

57 

Financial Management 

System (common) 

 

Smartstream is in use. Payment 

process is fully automated. 

Backend reporting will need to be 

further addressed. 

2 1 MINFIN MINFIN DITES 
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N Outcome statement O Objects 

 

Current Status I F ACTORS 

Responsible Accountable Enablers 

33 

1 

Human Resources 

Management System 

(common) 

HR Module in Smartstream is 

functional; however there is a need 

to review its functionality with 

regard to all the HRM needs. 

1 1 HRMU HRMU DITES 

34 Records Management 

System 

No standard electronic systems.  

Needs to be designed and 

implemented. 

9 6 DITES DITES  

35 Procurement 

Management System 

 

No standard electronic systems.  

Needs to be designed and 

implemented. 

2 1 MINFIN MINFIN DITES 

36 Shared information 

repositories 

Shared Data Storage exists; but 

requires the development of policies 

and guidelines for Security, Privacy, 

and Retention guidelines.  GoM-

Wide data storage and availability 

will form part of the GoM Web 

Portal.  

9 2 DITES DITES  

5 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 

37 Information management 

framework 

 

Does not exist.  Needs to be 

developed. 

11 2 DITES DITES PSRU 

38 

22 

Information management 

policy and guidelines 

Does not exist.  Needs to be 

developed. 

11 2 DITES DITES PSRU 

39 

13 

23 

Information privacy and 

security policy and 

guidelines 

 

Does not exist.  Needs to be 

developed. 

11 2 DITES DITES PSRU 

40 Information retention 

and disposal policy and 

guidelines 

 

Does not exist.  Needs to be 

developed. 

11 2 DITES DITES PSRU 

41 

88 

Access to information 

policy and guidelines on 

the internal network 

 

Does not exist.  Needs to be 

developed. 

11 2 DITES DITES PSRU 
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N Outcome statement O Objects 

 

Current Status I F ACTORS 

Responsible Accountable Enablers 

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. 
 

 

 

42 Focal point in GOM for 

information management 

discipline 

 

Does not exist.  Needs to be 

developed. 

11 2 DITES DITES  

43 Information management 

training 

Does not exist.  Needs to be 

developed. 

14 5 DITES DITES PMDU 

6 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.  

 

44 Single ICT services 

organisation 

 

DITES is the single official ICT 

Service department for GoM. 

12 3 DITES DITES  

45 ICT service standards 

and service level 

agreements 

 

Does not exist.  Needs to be 

developed. 

12 3 DITES DITES  

46 Target ICT architecture 

and migration strategy 

 

Does not exist.  Needs to be 

developed. 

12 3 DITES DITES  

47 

28 

ICT standards 

 

Target Architecture needs to be 

developed 

12 3 DITES DITES  

48 

65 

Standard desktop 

workstation environment 

 

Defacto standard does exist.  DITES 

has standardised on DELL 

Desktops, CISCO Switches and MS 

Office Suite. 

12 3 DITES DITES  

49 

64 

89 

Secure ICT 

infrastructure 

 

Exist to a limited degree.  Needs to 

be reviewed and enhanced. 

12 3 DITES DITES MCW 

50 ICT security policy Does not exist.  Needs to be 12 3 DITES DITES  
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N Outcome statement O Objects 

 

Current Status I F ACTORS 

Responsible Accountable Enablers 

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.  
.  
 

 developed. 

51 Common ICT services 

help desk 

 

Does exist, but needs to be 

enhanced and further developed. 

12 3 DITES DITES  

52 Centralized ICT 

procurement process 

 

Does exist to a certain degree; 

policy documents need to be 

developed. 

12 3 DITES DITES  

53 

130 

Disaster recovery and 

business continuity 

strategy and plan 

 

Exist in a very minimal degree.  

Needs to be developed urgently. 

8 1 DITES DMCA DMCA 

54 Off-shore backup site Does not exist.  Needs to be 

pursued. 

12 3 DITES DITES  

55 Data centre management 

and security 

 

Needs to be further enhanced. 12 3 DITES DITES  

56 ICT training and 

professional 

development 

Requirements to be reviewed. 14 5 DITES DITES PMDU 

7 Financial Management 
The internal financial management 
system is largely automated from end-
to-end and integrated with other 
administrative systems, 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 
paymentcollection process is 
standardized and is largely automated. 
Cash transactions are entered into the 
system at source.  

57 

32 

Financial Management 

System 

 

Smartstream is in use. Payment 

process is fully automated. 

Backend reporting will need to be 

further addressed. 

2 1 MINFIN MINFIN DITES 

58 Standardized payment 

collection system 

 

SmartStream module does exist and 

is in use at the Treasury 

Department. 

Should be rolled out to other 

departments that collect government 

funds and we will also need to 

integrate SS Cashiering module or 

some other cashiering software into 

the Web Portal. 

2 1 MINFIN MINFIN DITES 

59 

61 

Financial management 

information  and 

Does not exist.  Needs to be 

developed. 

2 1 MINFIN MINFIN DITES 



Appendix A: eGovernment Worksheet 

 

Ramesh Gupta September 4, 2010     Page 14 

 

N Outcome statement O Objects 

 

Current Status I F ACTORS 

Responsible Accountable Enablers 

performance reporting 

system 

8 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. 
 
Note: Ask PSR2 to work on this outcome 
and rewrite to match with PSMS 

60 National Planning 

System 

 

Current systems are not 

coordinated.  Need to be reviewed 

and merged. 

2 1 MINFIN 

OCM/ODG/

MoEDT 

MINFIN DITES 

MoEDT 

61 

59 

Performance Reporting 

System 

 

Current systems are not 

coordinated.  Need to be reviewed 

and merged. 

2 1 MINFIN MINFIN DITES 

MoEDT 

62 Capital projects 

management 

methodology 

Need to be enhanced. 2 1 MINFIN MINFIN DITES 

MoEDT 

9 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.   
 

63 Smart building ICT 

architecture 

 

Needs to researched and developed. 12 3 DITES DITES MCW 

64 

49 

89 

Secure ICT 

infrastructure  

 

Exist to a limited degree.  Needs to 

be reviewed and enhanced. 

12 3 DITES DITES MCW 

65 

48 

Standard desktop 

workstation environment 

 

Defacto standard does exist.  DITES 

has standardised on DELL 

Desktops, CISCO Switches and MS 

Office Suite. 

12 3 DITES DITES  

66 

8 

Voice communications 

over intranet and internet 

 

Technically possible; but needs to 

be assessed from a policy 

perspective. 

12 3 DITES DITES  

67 Web-based video and 

tele conferencing facility  

 

Video conferencing facility exists in 

the CM‟s conference room.  

Another set of equipment to be 

12 3 DITES DITES  
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N Outcome statement O Objects 

 

Current Status I F ACTORS 

Responsible Accountable Enablers 

installed in the HRMU Conference 

room. 

10 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.  
 

68 

15 

5 

Internal knowledge 

network 

 

To be incorporated into the Internal 

Web Portal development. 

15 1 DITES HRMU PSRU 

69 Internal subject matter 

experts 

 

Needs to be developed. 15 6 PMDU PMDU HRMU 

70 Best practices and 

innovations award 

system 

 

Needs to be developed. 16 4 DITES DITES PMDU 

71 Communities of 

common interest 

(internal) 

Needs to be developed. 15 6 PMDU PMDU HRMU 
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N Outcome statement O Objects 

 

Current Status I F ACTORS 

Responsible Accountable Enablers 

11 Model User of ICT 
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. 
 
 
 
 

72 ICT trained public 

service employees 

Basic computer awareness exists 

across the service.  Capacity needs 

must be reviewed to determine gaps.  

Training programs to be developed 

and implemented. 

14 5 DITES DITES HRMU 

PMDU 

12 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 

73 eGovernment Program 

office and DITES 

Organizational Change 

Proposal 

Needs to be established 16 4 DITES DITES PSRU 

PMDU 

74 eGovernment resourcing 

and implementation plan 
Currently being done. 16 4 DITES DITES PSRU 

PMDU 

75 eGovernment monitoring 

and evaluation reports 
Needs to be established 16 4 DITES DITES PSRU 

PMDU 
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N Outcome statement O Objects 

 

Current Status I F ACTORS 

Responsible Accountable Enablers 

for achieving public service 
transformation, managing change, 
conducting stakeholders consultations, 
conducting due diligence of investments 
in ICTs and 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. 
 

76 eGovernment Steering 

Committee 
Exists, but needs to be 

strengthened and empowered. 

 

Relationship with PSR2 

management should be also 

be linked. 

16 4 DITES DITES PSRU 

PMDU 

13 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. 

77 Government services 

directory available on 

government portal 

Does not exist.  To be developed 

and implemented.  Policy 

framework needs to be established. 

9 6 DITES DITES PSRU 

PMDU 

78 Government electronic 

telephone directory 

available on government 

portal 

Does not exist.  To be developed 

and implemented.  Policy 

framework needs to be established. 

9 6 DITES DITES PSRU 

PMDU 

14 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 

79 

92 

One stop users services 

strategy and plan (multi-

channel) 

 

Needs to be developed 9 6 PMDU PMDU DITES 

80 One Stop Users Service 

Centre at Government 

HQ 

 

Needs to be developed 9 6 PMDU PMDU DITES 

81 

87 

Government portal for 

users services 

 

Only informational at the moment; 

Interactive and Transactional 

services need to be developed. 

9 1 MMC MMC DITES 
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Current Status I F ACTORS 

Responsible Accountable Enablers 

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. 

82 

94 

103 

User identification, 

authentication and 

authorization system 

(public) 

Does not exist.  Can be developed 

based on the system to be created 

for internal user access. 

9 6 DITES PMDU PMDU 

83 Automated Registry 

System for births, 

marriages and deaths 

Does not exist.  To be developed.  

(Some historical data was captured 

by a previous project.) 

?? 1 Registry 

Dept. 

Registry 

Dept. 

DITES 

84 Special access facilities 

for seniors and disabled 

 

To be researched and developed 9 1 Social 

Services 

Dept. 

Social 

Services 

Dept. 

DITES 

85 Electronic filing of 

application forms for a 

variety of services 

Does not exist. Needs to be 

developed 

9 1 DITES Individual 

Ministries 

and 

Departments 

DITES 

86 Electronic tracking 

facility for applications 

processing 

 

Does not exist. Needs to be 

developed 

9 1 DITES Individual 

Ministries 

and 

Departments 

 

87 

81 

Government portal 

organized by types of 

services 

 

To be further designed and 

enhanced. 

9 1 MMC MMC DITES 

88 

41 

Information access and 

privacy policy 

 

Does not exist. Needs to be 

developed 

11 2 DITES DITES PSRU 

89 

49 

64 

Secure ICT 

infrastructure 

Partially exists; needs to be 

enhanced 

12 3 DITES DITES MCW 

15 Affordable Internet Services 
The undersea optical fibre cable 
connects Montserrat with the rest of the 

90 Fibre cable connectivity 

with international 

network 

 

Does not exist. Needs to be 

developed as a national priority. 

13 1 MCW MCW DITES 
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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.  
 

91 Low cost internet 

services for Montserrat 

residents and businesses 

Pricing is now equivalent to 

regional level. 

Price needs to be lower. 

13 1 MCW MCW Telecom

s 

Regulato

r 

16 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 
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 

92 

79 

Citizen (users) services 

strategy 

 

Does not exist. Needs to be 

developed 

9 6 PMDU PMDU DITES 

93 Case management 

system 

 

Does not exist. Needs to be 

developed 

9 1 PMDU Individual 

Ministries  

and 

Departments 

DITES 

94 

103 

82 

User identification, 

authentication and 

authorization system 

(public) 

 

Does not exist. Needs to be 

developed 

9 6 DITES PMDU  

95 Deleted    ? ? ? 
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authenticated by individual identification 
through a series of secure steps.   
 

17 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. 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 
 

96 Individualized alert 

communications system 

 

 

 

Does not exist. Needs to be 

developed 

9 1 DITES Individual 

Ministries 

and 

Departments 

PMDU 

97 Deleted   9    

18 Back office Integration 
Connected service delivery is a reality 
and drives government business 

98 Back office integration 

strategy and plan 

 

Does not exist. Needs to be 

developed 

9 3 DITES DITES  

99 Data sharing protocols Does not exist. Needs to be 9 3 DITES DITES  
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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. 
 

 developed 

100 Integrated system in 

identified business areas 

 

Does not exist. Needs to be 

developed 

9 3 DITES DITES  

101 

59 

Performance reporting 

system 

Does not exist. Needs to be 

developed 

See PSR2 plans on this item. 

2 1 MoEDT Individual 

Ministries 

and 

Departments 

 

19 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. 
 

102 Automated Tax 

Administration System 

 

Different options being reviewed. 

To be implemented soon. 

6 1 MCRS MCRS DITES 

103 

94 

82 

User identification, 

authentication and 

authorization system 

(public) 

 

Does not exist. Needs to be 

developed 

9 6 DITES PMDU  

104 Facility for electronic 

communications with tax 

officials 

 

Email communications are possible. 6 1 MCRS MCRS DITES 
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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 
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. 
 

20 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 

105 Automated Patient 

Admission System 

PAS will be redeployed within the 

next few months and rolled out to 

Hospital and all clinics. 

3 1 MOH MOH DITES 

106 Electronic health records 

management system 

PAS to be implemented 3 1 MOH MOH DITES 

107 Connectivity between 

hospitals and primary 

health care providers 

All Clinics are connected to the 

Hospital 

No connectivity to private doctors. 

3 1 MOH MOH DITES 

108 Health Management 

Information System 

Functional requirements to be 

assessed and system developed. 

3 1 MOH MOH DITES 

109 Incentives for primary 

health care providers to 

automate their 

information systems 

Health policy to be developed. 3 1 MOH MOH DITES 

110 Information on health Survey to be done by MoH 3 1 MOH MOH DITES 
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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.  
 

care options in 

neighbouring states or in 

the region, available on 

GOM website 

 

21 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. 
 

111 Automated schools 

admission systems 

 

Currently being evaluated. 4 1 MOE MOE DITES 

112 Automated student 

record system for 

schools 

 

Currently being evaluated. 4 1 MOE MOE DITES 

113 Schools Information 

Management System 

 

Currently being evaluated. 4 1 MOE MOE DITES 

114 Information on 

educational 

opportunities, 

scholarships and 

financial aid, available in 

the region or elsewhere, 

available on GOM 

website 

Does not exist. Needs to be 

developed 

4 1 MOE MOE DITES 

22 Population Increase 
Potential residents or businesses are able 

to download and file their applications 

115 Information on 

opportunities in 

Montserrat for potential 

residents or businesses 

Does not exist. Needs to be 

developed 

5 1 Developmen

t Unit 

Developmen

t Unit 

DITES 

MDC 
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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.  

 

on GOM portal 

116 Potential Residents or 

Businesses applications 

management system 

Does not exist. 5 1 Developmen

t Unit 

Developmen

t Unit 

DITES 

MDC 

23 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.  

 

117 Land management 

system (Land Registry) 
System is currently being 

developed and prepared for 

installation. 

Server hardware already in 

place. 

7 1 PPU MALHE DITES 

118 Montserrat digital maps 

on GOM website 
System is currently being 

developed and prepared for 

installation. 

Server hardware already in 

place. 

7 1 PPU MALHE DITES 

119 Land information 

available on GOM web 

site 

System is currently being 

developed and prepared for 

installation. 

Server hardware already in 

place. 

7 1 PPU MALHE DITES 

24 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 

120 Active databases of local 

mini and micro 

businesses 

Does not exist. 

Need to work with Small Business 

Association and MNI Chamber of 

Commerce. 

5 1 MDC Developmen

t Unit 

DITES 

121 Electronic case files on 

support provided to local 

business 

Does not exist. 

 

5 1 MDC Developmen

t Unit 

DITES 
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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.  
 

122 Progress reports on 

incentive programs 

 

Does not exist. 

 

5 1 MDC Developmen

t Unit 

DITES 

123 Market studies on export 

opportunities in the 

neighbouring states and 

in the region 

 

Does not exist. 

 

5 1 MDC Developmen

t Unit 

DITES 

124 Training programs on 

export opportunities for 

local business 

 

Does not exist. 

 

5 1 MDC Developmen

t Unit 

DITES 

125 Database of potential 

business contacts in 

export markets available 

online on GOM website 

 

Does not exist. 

 

5 1 MDC Developmen

t Unit 

DITES 

126 Web conferencing 

facilities for local 

business 

Does not exist. 

 

5 1 MDC Developmen

t Unit 

DITES 

127 Online courses and 

information packets for 

local business 

Does not exist. 

 

5 1 MDC Developmen

t Unit 

DITES 

25 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. 

128 Emergency response 

protocols (Common 

Incident Command 

Framework) 

 8 1 DMCA DMCA  

129 Networked organizations 

responsible for 

emergency response 

 8 1 DMCA DMCA DITES 
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This includes natural disasters, fire, 
health or security emergencies. 
 
 

26 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.  
 

130 

53 

Disaster recovery and 

business continuity 

strategy and plan 

 

Needs to be reviewed and enhanced  8 1 DITES DMCA DMCA 

131 Off-shore backup sites 

for critical government 

information 

Does not exist. 

 

8 3 DITES DITES  

27 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. 
 

132 Incentive plans for use of 

ICTs in local business 

 

Duty exemptions on Computer 

equipment and some peripherals. 

Exemption list needs to be 

reviewed. 

5 1 Developmen

t Unit 

Developmen

t Unit 

MINFIN 

28 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 

133 ICT infrastructure in 

schools 

 

Schools all have Computers and 

Internet Access. 

Schools not interconnected. 

4 1 MOE MOE DITES 

134 Educational material in 

electronic form that can 

be shared across schools 

Possible via Internet resources 4 1 MOE MOE DITES 
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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 internet for access 
to government websites and external 
libraries. Responsive use of internet is 
encouraged. Internet addiction is 
monitored and actively discouraged.  
Distance leaning is enabled 
 

135 Electronic access to 

libraries through internet 

 

Possible via Internet resources 4 1 Public 

Library 

MOE DITES 

136 Distance learning facility Partly available 4 1 MOE MOE DITES 

137 Community centres with 

internet access for public 

use 

 

Needs Assessment to be performed. 4 1 MOE MOE DITES 

138 Monitored internet use Does not exist. 4 1 MOE MOE DITES 

29 Health  
Incentives are also 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. 
 

139 Incentives for primary 

health care providers to 

use ICTs for patient 

records 

 

Health policy to be developed 3 1 MOH MOH  

140 Information on approved 

external tertiary health 

facilities  

 

Does not exist. 

 

3 1 MOH MOH  

141 Tele-medicine strategy Does not exist. 

Needs to be developed 

3 1 MOH MOH DITES 

30 Cohesive Society 
Facilities exist for Montserratians 
(including Diaspora) to exchange 
knowledge on common interests and for 

142 Knowledge network for 

public (moderated) 

 

Does not exist. 

 

10 1 MMC MMC DITES 

Develop

ment 

Unit 

143 Communities of To be developed 10 1 MMC MMC DITES 
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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.  
 

common interest 

 

Develop

ment 

Unit 

144 Protocols for the use of 

knowledge network 

 

Does not exist. 

 

10 1 MMC MMC DITES 

Develop

ment 

Unit 

145 Orientation sessions on 

the use of knowledge 

network 

 

Does not exist. 

 

10 1 MMC MMC DITES 

Develop

ment 

Unit 

146 Diaspora database and 

communications 

Being developed 

 

10 1 MMC MMC DITES 

Develop

ment 

Unit 

31 Functional Cooperation 
The functional cooperation within the 
Caribbean region is realized enabled by 
the current eGovernment Strategy 
through the extensive use of ICTs, 
information management protocols, and 

147 Opportunities for 

functional cooperation 

with neighbouring states, 

OECS and Caribbean 

region 

 

Opportunities exist, to be further 

pursued. 

16 1 DITES Individual 

Ministries 

and 

Departments 

Regional 

Affairs 

Office 

148 Interoperability features Does not exist. 16 4 DITES DITES Regional 
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interoperability features built in GOM’s 
business systems. It is actively pursued in 
the areas of security, disaster 
management, tourism, judicial 
administration, transportation of 
hazardous material through Caribbean 
waters, health, agriculture, education 
and environment. 
 

in Montserrat systems 

which are candidates for 

functional cooperation 

 

 Affairs 

Office 

149 Training on working 

with collaborative 

systems in select areas. 

Does not exist. 

 

16 1 DITES Individual 

Ministries 

and 

Departments 

 

32 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. 
 

150 Opportunity to create a 

regional test bed for 

innovations in good 

governance and business 

process improvement 

Does not exist. 

 

16 1 DITES Office of the 

Chief 

Minister 

Regional 

Affairs 

Office 

33 Regional Leadership 
Montserrat takes the regional leadership 
in the area of disaster management. 
 

151 Regional leadership in 

disaster management 

Has been discussed; needs to be 

pursued further. 

8 1 DMCA Office of the 

Chief 

Minister 

DITES 
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Appendix B: eGovernment Initiatives 
 

The synthesis of objects in the worksheet (Appendix A) 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 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 

 

For each of the initiatives, the following is noted: 

 Brief overview 

 Accountability for achieving the target 

 Major activities 

 Implementation Notes 

 A list of output objects from the activities. The object‟s list number is cross-referenced to the 

object number in the Worksheet (Appendix A). The accountability and responsibility for the 

object is also noted. 

 A list of outputs that are created in other referenced initiatives, needed to support the current 

initiative. In some fashion, this list shows the link between the current initiative and the rest. 
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1. Enhance Human Resources Management System 
Overview 
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 (HRMU) 
 
Activities 
1. Enhance Human Resources Management System (HRMS) in the following phases: 
1.1 Operationalize HRMS with core functionalities 
1.2 Enhance HRMS with added functionality of managing employees skills inventory 
1.3 Enhance HRMS with added functionality whereby employees are able to access, review and 

make changes to parts of their own records 
 
Implementation Notes 
The transition from a current largely paper-based human resources management system to a 
significantly automated ICT-enabled HRMS would require functional analysis and business process 
re-engineering in order to achieve efficiencies and additional functionalities. Presently GOM has 
access to HR component of the Smart Stream software package which is minimally deployed at 
present. Once the functional analysis is complete and new processes are designed, the feasibility of 
the HR component of the Smart Stream should be assessed to determine its relevance to GOM 
needs. If considered not sufficiently relevant, new software package should be selected. The design, 
development and implementation of HRMS should follow a structured approach using an 
established methodology so that its value and sustainability could be assured. 
 
The Unique Identifier and Authentication System (see Initiative 2) would provide the employees 
with secure access to their own personal records and other information/transactions on the Internal 
Knowledge Network (Initiative 2). In addition, the Internal Knowledge Network would provide the 
employees with access to personnel policies, guidelines, working tools, notice of job vacancies and 
online courses.  

 
Output Objects 
The following objects will be created and used in this initiative: 
1. Human Resources Management System (HRMU, HRMU)2 
3. Electronic personnel record (HRMU, HRMU) 

                                                 
2
 The data in the parenthesis is Accountability and Responsibility for the object. The number indicates the Object 

number as is in EGovernment Worksheet (Appendix A). 
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4. Personnel policies, guidelines and working tools for employees on employee workstations 
(HRMU, HRMU) 
7. Notice of vacancies and job competitions (HRMU, HRMU) 
9. Online courses for employees (HRMU, HRMU) 
11. Standard job descriptions and performance standards for employees (HRMU, HRMU) 
12. Accountability framework for employees (HRMU, HRMU) 
 

 
Other objects Needed for this Initiative 
2. Unique Identifier and Authentication System for employees {Initiative 15} 
5. Government internal web site for employees only {Initiative 15} 
72. ICT trained public service employees {Initiative 14} 
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2. Enhance Financial Management System 
Overview 
The Financial 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 s 
standardized methodology. 
 
Accountability: Ministry of Finance 
 
Activities 
2 Enhance Financial Management System 
2.1 Conduct business process re-engineering in the financial management area and redefine 

functions 
2.2 Upgrade Financial Management System 
2.3 Standardize payment collection system 
2.4 Design , develop and implement a financial management information and performance 

reporting system 
2.5 Design and develop a procurement management system 
2.6 Link current systems that provide data to support national planning 
2.7 Select and implement a methodology for managing large capital projects 

 
Implementation Notes 
Presently Smart Stream package is being used. Business process re-engineering should be carried to 
reduce duplication and paper-based functions. The functional design should be matched with the 
functionality of the Smart Stream package to identify gaps in the software and corrective actions 
should be taken. The current Smart Stream Cashiering Module should be reviewed, and if sound 
satisfactory, integrated with other payment collection points. Business process re-engineering of 
procurement processes should be carried out and automated. A performance system should be 
designed and implemented with dual purposes: providing performance data on key indicators to 
senior administrative and political leaders in the form of a dashboard, and supporting national 
planning reviews. A methodology should be selected and implemented for managing large capital 
projects. 

 
Output Objects 
32. Financial Management System (MINFIN, MINFIN) 
35. Procurement Management System (MINFIN, MINFIN) 
58. Standardized payment collection system (MINFIN, MINFIN) 
59. Financial management information and performance reporting system (MINFIN, MINFIN) 
60. National planning system (MINFIN, MINFIN) 
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62. Capital projects management methodology (MINFIN, MINFIN) 
 
Other objects needed for this initiative 
22. Information management policy {Initiative 11} 
23. Information privacy and security policy {Initiative 11} 
37. Information management framework {Initiative 11} 
40. Information retention and disposal policy and guidelines {Initiative 11} 
41. Access to information policy and guidelines {Initiative 11} 
 
47. ICT standards {Initiative 12} 
50. ICT security policy {Initiative 12} 

 
25. Common web standards/portal {Initiative 9} 
34. Records management system {Initiative 9} 
81. Government portal organized by types of users {Initiative 9} 
85. Electronic filing of applications forms for a variety of services {Initiative 9} 
86. Electronic tracking facility for applications processing {Initiative 9} 
96. Individualized alert communications system {Initiative 9} 
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3. Re-engineer Business Processes in the Ministry of Health 
Overview 
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 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 
 
Activities 
3 Re-engineer business processes in the Ministry of Health 
3.1 Enhance automation of patient admission system in local health care facilities 
3.2 Design and implement electronic health records system for patients in health care facilities, and 

associated policies and standards 
3.3 Design and implement a health management information system 
3.4 Develop a tele-medicine strategy and plan and associated policies 
3.5 Develop a facility for patient information exchange between health primary care providers and 

health care facilities, and associated policies and standards 
3.6 Distribute health-related information including the following through government portal: 

i. Health care options available in neighboring states or in the region 
ii. Approved external tertiary health care facilities 
iii. Contact information for emergencies 
 

Implementation Notes 
Patient Admission System will be deployed within the next few months and rolled out to the 
hospital and all other clinics. Presently all clinics are connected with the hospital. However, patient 
electronic health record is not standardized. A policy framework should guide its development. 
Functional requirements for a Health Management Information Systems should be developed. OECS 
currently has a project to develop HMIS. The linkage with the OECS should be explored. Tele-
medicine strategy should be developed and associated policies should be operationalized. The 
development of all systems should follow a structured methodology for the purpose of ensuring low 
maintenance costs downstream. 
 
Output Objects 
105. Automated Patient Admission System (MOH, MOH) 
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106. Electronic health records management system (MOH, MOH) 
107. Connectivity between hospitals and primary health care providers (MOH, MOH) 
108. Health Management Information System (MOH, MOH) 
109. Incentives for primary health care providers to automate their information system (MOH, 

MOH) 
110. Information on health care options in neighboring states, or in the region (MOH, MOH) 
139. Incentives for primary health care providers to use ICTs for patient records management (MOH, 

MOH) 
140. Information on approved external tertiary health facilities (MOH, MOH) 
141. Tele-medicine strategy (MOH, MOH) 
 
Other objects needed for this initiative 
22. Information management policy {Initiative 11} 
23. Information privacy and security policy {Initiative 11} 
26. Common data standards {Initiative 11} 
37. Information management framework {Initiative 11} 
40. Information retention and disposal policy and guidelines {Initiative 11} 
41. Access to information policy and guidelines {Initiative 11} 
 
47. ICT standards {Initiative 12} 
49. Secure ICT infrastructure {Initiative 12} 
50. ICT security policy {Initiative 12} 

 
90. Fibre cable connectivity with international network {Initiative 13} 

 
25. Common web standards/portal {Initiative 9} 
34. Records management system {Initiative 9} 
81. Government portal organized by types of users {Initiative 9} 
85. Electronic filing of applications forms for a variety of services {Initiative 9} 
86. Electronic tracking facility for applications processing {Initiative 9} 
93. Case management system {Initiative 9} 
96. Individualized alert communications system {Initiative 9} 
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4. Re-engineer Business Processes in the Ministry of Education 
Overview 
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 
 
Activities 
4 Re-engineer business processes in the Ministry of Education 
4.1 Automate school admission system 
4.2 Design, develop and implement an electronic student records systems 
4.3 Design, develop and implement a schools information management system 
4.4 Provide electronic access to libraries 
4.5 Establish an ICT infrastructure for the purpose of: 

i. Sharing educational material amongst teachers across schools 
ii. Monitoring internet use among students in schools 
iii. Creating community centers in some of the schools as an after-school activity 

4.6 Provide information on education-related opportunities through government portal including 
the following: 
i. Scholarships and financial aid available in the region and elsewhere 
ii. Admission information in educational institutions in the region and elsewhere 

 
Implementation Notes 
The school admission system and schools information management system are currently being 
evaluated. A structured methodology should be used for building information systems for the 
purpose of ensuring reliability and low maintenance costs downstream. Presently all schools have 
computers and internet access, but they are interconnected as yet. Distance learning facility is partly 
available, but needs enhancement.  
 
Output Objects 
111. Automated schools admission system (MOE, MOE) 
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112. Automated student records system for schools (MOE, MOE) 
113. Schools information management system (MOE, MOE) 
114. Information on educational opportunities, scholarships and financial aid available in the region 

and elsewhere (MOE, MOE) 
133. ICT infrastructure in schools (MOE, MOE) 
134. Educational material in electronic form that can be shared across schools (MOE, MOE) 
135. Electronic access to libraries through internet (Public Library, MOE) 
136. Distance learning facility (MOE, MOE) 
137. Community centers with internet access for public use (MOE, MOE) 
138. Monitored internet use (MOE, MOE) 

 
Other objects needed for this initiative 
22. Information management policy {Initiative 11} 
23. Information privacy and security policy {Initiative 11} 
37. Information management framework {Initiative 11} 
40. Information retention and disposal policy and guidelines {Initiative 11} 
41. Access to information policy and guidelines {Initiative 11} 
 
47. ICT standards {Initiative 12} 
50. ICT security policy {Initiative 12} 

 
90. Fibre cable connectivity with international network {Initiative 13} 

 
25. Common web standards/portal {Initiative 9} 
34. Records management system {Initiative 9} 
81. Government portal organized by types of users {Initiative 9} 
85. Electronic filing of applications forms for a variety of services {Initiative 9} 
86. Electronic tracking facility for applications processing {Initiative 9} 
96. Individualized alert communications system {Initiative 9} 
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5. Re-Engineer Business Processes in Select Areas of the Development Unit 
Overview 
Several of the business processes in the Development Unit would be automated including the 
following: 
(a) 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. 

(b) Local business development: The GOM would maintain 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 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 
 

Activities 
5 Re-engineer business processes in select areas of the Development Unit 
5.1  Design, develop and implement a system to process applications and queries from potential 

residents or businesses 
5.2  Establish a database of local businesses 
5.3  Establish a grants and contribution system 
5.4  Gather export market information for local business and distribute it electronically through the 

government portal 
5.5  Create web conferencing facilities for use by local business  

 
Implementation Notes 
Electronic means should be used to proactively create interest in potential residents or businesses 
to make Montserrat a home. An automated system to manage inquiries on opportunities in 
Montserrat should be developed. Presently, export market opportunities are not formally studied 
and shared with local business in Montserrat. ICT can be usefully employed to connect local 
business with markets in the neighboring countries, in the region and internationally. Proactive 
approach is needed for this purpose.  
 
Output Objects 
115. Information on opportunities in Montserrat for potential residents and businesses (Dev Unit, 

Dev, Unit) 
116. Potential residents or businesses applications management system (Dev Unit, Dev Unit) 
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120 Active databases of local mini and micro businesses (MDC, Dev Unit) 
121 Electronic case files on support provided to local business (MDC, Dev Unit) 
122. Progress reports on incentive programs (MDC, Dev Unit) 
123. Market studies on export opportunities in the neighboring countries and in the region (MDC, 

Dev Unit) 
124. Training programs on export opportunities for local business (MDC, Dev Unit) 
125. Databases of potential business contacts in export markets (MDC, Dev Unit) 
126. Web conferencing facility for local business (MDC, Dev Unit) 
127. Online courses and information packets for local business (MDC, Dev Unit) 
132. Incentive plans for use of ICTs in local business (Dev Unit, Dev Unit) 
 
Other Objects needed for this Initiative   
22. Information management policy {Initiative 11} 
23. Information privacy and security policy {Initiative 11} 
40. Information retention and disposal policy and guidelines {Initiative 11} 
41. Access to information policy and guidelines {Initiative 11} 
 
47. ICT standards {Initiative 12} 
50. ICT security policy {Initiative 12} 

 
90. Fibre cable connectivity with international network {Initiative 13} 

 
25. Common web standards/portal {Initiative 9} 
81. Government portal organized by types of users {Initiative 9} 
85. Electronic filing of applications forms for a variety of services {Initiative 9} 
86. Electronic tracking facility for applications processing {Initiative 9} 
96. Individualized alert communications system {Initiative 9} 
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6. Re-Engineer Business Processes in Montserrat Customs and Revenue 

Agency (MCRS) 
Overview 
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: MCRS 
 
Activities 
12. Automate business processes in MCRS 
12.1  Complete upgrade of ASYCUDA 
12.2  Design, develop and implement a tax administration system 
12.3  Design, develop and implement a secure unique identifier system for tax payers and customs 

clients.  
 
Implementation Notes 
ASYCUDA upgrade is in progress. It would be useful to ensure that ASYCUDA meets all functional 
requirements of MCRS for managing customs-related transactions, and the gaps are noted and 
documented. The current tax administration system needs to be enhanced significantly. A new 
system may be required. A structured methodology should be used to do requirements analysis and 
functional design. Business process re-engineering should be applied to realign processes for the 
purpose of improving taxpayer services and enforcing compliance with tax laws. A unique identifier 
system for taxpayers should be developed so that tax filing could be done electronically.   
 
Output Objects 
102. Automated tax administration system (MCRS, MCRS) 
104. Facilities for electronic communications with tax officials (MCRS, MCRS) 
 
Other objects needed for this initiative 
22. Information management policy {Initiative 11} 
23. Information privacy and security policy {Initiative 11} 
37. Information management framework {Initiative 3} 
40. Information retention and disposal policy and guidelines {Initiative 11} 
41. Access to information policy and guidelines {Initiative 11} 
 
47. ICT standards {Initiative 12} 
50. ICT security policy {Initiative 12} 
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90. Fibre cable connectivity with international network {Initiative 13} 
 

25. Common web standards/portal {Initiative 9} 
34. Records management system {Initiative 9} 
81. Government portal organized by types of users {Initiative 9} 
82. Unique identification and authentication and authorization system for public (tax payers) 

{Initiative 9} 
85. Electronic filing of applications forms for a variety of services {Initiative 9} 
86. Electronic tracking facility for applications processing {Initiative 9} 
96. Individualized alert communications system {Initiative 9} 
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7. Re-Engineer Business Processes in Land Management 
Overview 
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, Land Holdings and Environment 
 

Activities 

7. Automate land management processes 

7.1  Design a Geographical Information System for land management and digital mapping 

7.2  Design, develop and implement a land registry system 

Implementation Notes 

Land management system is presently under development. Server hardware is already in 

place. Montserrat maps are being digitized. GIS expertise is available in MALHE. 

Output Objects 
117. Land management (Land registry) system (PPU, MALHE) 
118. Montserrat digital maps (PPU, MALHE) 
119. Land information (PPU, MALHE) 
 
Other objects needed for this initiative 
22. Information management policy {Initiative 11} 
23. Information privacy and security policy {Initiative 11} 
40. Information retention and disposal policy and guidelines {Initiative 11} 
41. Access to information policy and guidelines {Initiative 11} 
 
47. ICT standards {Initiative 12} 
50. ICT security policy {Initiative 12} 

 
90. Fibre cable connectivity with international network {Initiative 13} 

 
25. Common web standards/portal {Initiative 9} 
34. Records management system {Initiative 9} 
81. Government portal organized by types of users {Initiative 9} 
85. Electronic filing of applications forms for a variety of services {Initiative 9} 
86. Electronic tracking facility for applications processing {Initiative 9} 
96. Individualized alert communications system {Initiative 9} 
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8. Enhance Disaster Recovery and Business Continuity, and Emergency 

Response Systems 
Overview 
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 Continuity Agency 

 

Activities 

8. Enhance disaster recovery and business continuity and emergency response systems. 

8.1  Establish facilities for storing government‟s operational and archives data off-shore  

8.2  Integrate ICT infrastructure and information needed to respond to emergency situations 

in Montserrat 

 

Implementation Notes 
The current disaster recovery and business continuity plan should be reviewed and enhanced. The 
opportunities for off-shore backup site should be seriously explored. Although presently the 
emergency organizations are reasonably coordinated, additional ICT-enabled support should be 
provided and the current policy framework should be reviewed and strengthened.  

 

Output Objects 

130. Disaster recovery and business continuity strategy and plan (DITES, DMCA) 

131. off-shore backup sites for critical government information (DITES, DITES) 

128. Emergency response protocols (Common incident management framework) (DMCA, 

DMCA) 

129. Networked organizations responsible for emergency response (DMCA, DMCA) 

151. Regional leadership in disaster management (DMCA, Office of CM) 

 

Other objects needed for this initiative  
22. Information management policy {Initiative 11} 
23. Information privacy and security policy {Initiative 11} 
40. Information retention and disposal policy and guidelines {Initiative 11} 
41. Access to information policy and guidelines {Initiative 11} 
47. ICT standards {Initiative 12} 
50. ICT security policy {Initiative 12} 

 
90. Fibre cable connectivity with international network {Initiative 13} 
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9. One-stop government services to users including service delivery by 

electronic means 
Overview 
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 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 
 
Activities 
9. Establish the capability for delivering one-stop government services through multiple channels 

including electronic means 
9.1 Develop one-stop service strategy and plan 
9.2 Develop a policy framework for one-stop service 

i. Develop a ‘whole-of-government’ service architecture and implementation plan 
ii. Develop a policy for one-stop service 
iii. Develop an common management accountability framework 

9.3 Develop a user unique identification and authentication system for accessing government 
services electronically 

9.4 Develop a back office integration strategy and plan 
9.5 Develop and implement a policy for government web sites 

i. Review and update standards for government web sites 
ii. Develop a policy for web contents management 

9.6 Design and develop a system to make government information accessible on governmental 
portal including the following: 
i. Government services directory and contact information 
ii. Government telephone directory 
iii. Government tenders 
iv. One-stop government contact 
v. Information from Ministries and Departments 

9.7 Integrate government web sites into a single government portal 
i. Link current government web sites with the government portal 
ii. Present the current information on ministry/departmental web sites in a unified and 

standard format 
iii. Provide access to government forms in a standard form 

9.8 Design and develop a common shared system for users to conduct electronic transactions with 
government in selected areas with functionalities such as: 
i. Application form submission and status tracking 
ii. Payment collection system 
iii. Alert system for renewal of licenses, passports, and other such items 
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Implementation Notes 
The GOM already has several government web sites. However, they are not all organized by types of 
services and not yet integrated through a common government portal. They require a review and 
need to conform to GOM policy on government portal, web site standards and contents 
management.  Although the development of a single portal for government services is technically 
feasible, its operations must be guided by government policies and service standards, and enabled 
by a user identification and authentication system. The government should start with distributing 
commonly needed information to users through the government portal, and then move into 
conducting electronic transactions once the user identification and authentication system is 
operational. 

 
Output Objects 
14. Customer/citizen service policy and standards (PMDU, PMDU) 
16. “Whole-of-Government” strategy (PSRU, PSRU) 
24. Identity management policy (DITES, PSRU) 
25. Common web standards/portal (DITES, DITES) 
31. Management accountability framework (PSRU, PMDU) 
34. Records management system (DITES, DITES) 
36. Shared information repositories (DITES, DITES) 
77. Government services directory and contacts 
78. Government electronic telephone directory 
79. One-stop citizens (users) services strategy and plan (PMDU, PMDU) 
80. One stop users service centre at Government HQ (PMDU, PMDU) 
81. Government portal organized by types of users (MMC, MMC) 
82. User identification, authentication and authorization system for public (DITES, PMDU) 
84. Special access facilities for seniors and disabled (Social services, social Services) 
85. Electronic filing of applications forms for a variety of services (DITES, Ministries/Departments) 
86. Electronic tracking facility for applications processing (DITES, Ministries/Departments) 
93. Case management system (PMDU, Ministries/Departments) 
96. Individualized alert communications system (DITES, Ministries/Departments) 
98. Back office integration strategy and plan (DITES, DITES) 
99. Data sharing protocols (DITES, DITES) 
100. Integrated systems in identified business areas (DITES, DITES) 
 
Other Objects needed for this initiative 
22. Information management policy {Initiative 11} 
23. Information privacy and security policy {Initiative 11} 
26. Common data standards {Initiative 11} 
37. Information management framework {Initiative 11} 
40. Information retention and disposal policy and guidelines {Initiative 11} 
41. Access to information policy and guidelines {Initiative 11} 
 
46. Target ICT architecture and migration strategy {Initiative 12} 
47. ICT standards {Initiative 12} 
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49. Secure ICT infrastructure {Initiative 12} 
50. ICT security policy {Initiative 12} 
51. Common ICT services help desk {Initiative 12} 
53. Disaster recovery and business continuity strategy and plan {Initiative 12} 
54. Off-shore backup {Initiative 12} 
55. Data center management and security {Initiative 12} 
63. Smart building architecture {Initiative 12} 
66. Voice communications over internet {Initiative 12} 
 
90. Fibre cable connectivity with international network {Initiative 13} 
110. Information on health care options in neighboring states, or in the region {Initiative 3} 
140. Information on approved external tertiary health facilities {Initiative 3 
114. Information on educational opportunities, scholarships and financial aid available in the region 

and elsewhere {Initiative 4} 
137. Community centers with internet access for public use {Initiative 4} 
 
115. Information on opportunities in Montserrat for potential residents and businesses {Initiative 5} 
123. Market studies on export opportunities in the neighboring countries and in the region 

{Initiative 5} 
124. Training programs on export opportunities for local business {Initiative 5} 
125. Databases of potential business contacts in export markets {Initiative 5} 
127. Online courses and information packets for local business {Initiative 5} 
132. Incentive plans for use of ICTs in local business {Initiative 5} 
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10. Establish a Public Knowledge Network 
Overview 
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) 
 
Activities 
10. Establish a public knowledge network 
10.1  Design , develop and operate a public knowledge network 
10.2  Design and implement a policy and protocol for use of the public knowledge network 
10.3  Conduct awareness sessions for public on the use of the public knowledge network 
10.4  Design, develop and implement a Diaspora Information System 
 
Implementation Notes 
The initial development and operations of the public knowledge network should be done by the 
government and later given to a non-government organization to manage and operate it. The public 
knowledge network would require the services of a moderator to create momentum and higher 
participation among the community without making it highly political. This site may be merged or 
associated with a Tourism web site. The GOM’s privacy policy and legislations should be enforced. 
The Diaspora’s database should be managed by the GOM directly, to build a proactive link with 
them to support economic development, again by sheltering it from the politics. 

 
Output Objects 
142. Knowledge network for public (moderated) (MMC, MMC) 
143. Communities of common interest (MMC, MMC)  
144. Protocols for the use of the knowledge network (MMC, MMC) 
145. Orientation sessions on the use of the knowledge network (MMC, MMC) 
146. Diaspora database and communications (MMC, MMC) 
 
Other objects needed for this Initiative 
22. Information management policy {Initiative 11} 
23. Information privacy and security policy {Initiative 11} 
29. Access to information and privacy legislation {Initiative 11} 
40. Information retention and disposal policy and guidelines {Initiative 11} 
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41. Access to information policy and guidelines {Initiative 11} 
25. Common web standards/portal {Initiative 9} 
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11. Establish and Operationalize the Information Management Function 
Overview 
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 
 
Activities 
11. Establish and operationalize the Information Management function in DITES 
11.1 Establish the IM function within DITES and recruit staff 
11.2 Create a set of policies and guidelines on information management, and associated legal 

instruments where necessary. This includes the following: 
i. IM framework 
ii. IM policy and guidelines, including IM accountability framework 
iii. IM privacy and security policy and guidelines 
iv. Access to information policy, guidelines and legislation 
v. Information retention and disposal policy, and national archives legislation 
vi. Electronics records management policy and guidelines 
vii. Email management policy and guidelines 
viii. Electronic transactions and digital signatures policy 
ix. Identity management policy 
 

11.3 Develop capacity for IM in the public service. This includes: 
i. Assessment of IM competencies needed at different levels 
ii. IM training at all levels 
iii. Access to IM specialists over the internal knowledge network 
iv. Access to IM policies and guidelines over the internal knowledge network 
 

11.4 Operationalize IM policies within the public service. This includes: 
i. Integrate IM policies in routine business processes and automated systems such as FIS, 

HRMS, Customs, Income Tax, etc. 
ii. Monitor the compliance with IM policies and report progress 

 
11.5 Develop and implement common data standards 
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Implementation Notes 
Presently the management of information in the public service, especially electronic information, is 
significantly inadequate. This needs to be guided by an information management framework and a 
set of information management policies and guidelines, and led by an established authority for 
information management within GOM. Therefore the Information Management function should be 
established within DITES and staff should be recruited for this purpose from within GOM. The newly 
recruited staff should be given training in information management concepts and processes. A link 
should be established with one of the developed countries (e.g. Canada) for securing assistance in 
the development of the set of information management policies, guidelines and legislation, and for 
ongoing guidance on the implementation of IM practices within GOM. GOM would benefit with the 
help of an IM advisor (part time) to support IM implementation over an initial period of two years.  

 
Output Objects 
22. Information management policy (DITES, DITES) 
23. Information privacy and security policy (DITES, DITES) 
26. Common data standards (DITES, DITES) 
29. Access to information and privacy legislation (DITES, DITES) 
30. Electronic transactions and digital signatures legislation (DITES, DITES) 
37. Information management framework (DITES, DITES) 
40. Information retention and disposal policy and guidelines (DITES, DITES) 
41. Access to information policy and guidelines (DITES, DITES) 
42. Focal point in GOM for information management discipline (DITES, DITES) 
 
Other objects needed for this initiative 
 43. Information management training {Initiative 14} 
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12. Provide Enhance ICT Infrastructure and Professional Services 
Overview 
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 
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 
 
Activities 
12. Provide enhanced ICT infrastructure and professional services 
12.1 Consolidate ICT services in DITES 

i. Develop target architecture and identify ICT standards 
ii. Establish and implement standard desktop working environment 
iii. Develop and implement ICT service level standards and service level agreements 
iv. Establish and operate a common ICT service help desk 
v. Centralize ICT procurement 
vi. Consolidate and operate a single data centre in a secure environment 

12.2 Enhance security of the ICT infrastructure 
i. Develop and implement ICT security policy 
ii. Enhance security of ICT infrastructure 

12.3 Enhance ICT infrastructure services 
i. Establish tele- and video conferencing facility over the internet 
ii. Establish tele-work facilities for employees 
iii. Provide voice communications over IP (internet) 
iv. Develop and implement a smart building ICT architecture 

12.4  Develop and implement disaster recovery and business continuity plan 
 

Implementation Notes 
The current ICT infrastructure appears to have enough redundancy for expected growth in ICT usage 
over the next 2-3 years. The desktop working environment is fairly well standardized. However, 
policies and structured processes are not adequate for delivering ICT services government-wide. The 
procurement of ICT including the donor-provided systems is not standardized and driven by a 
uniform policy. There would be a need for extra technical staff in DITES to deliver enhanced ICT 
infrastructure services that would underpin the eGovernment working environment. Voice 
communications over the internet and web-based tele and video-conferencing would likely reduce 
costs of telecommunications. Concepts of cloud computing and virtualization should be favorably 
considered in designing enhanced ICT infrastructure. 
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Output Objects 
10. Tele-work facility for employees (DITES, DITES) 
44. DITES as a single ICT services organization within GOM (DITES, DITES) 
45. ICT service standards and service level agreements (DITES, DITES) 
46. Target ICT architecture and migration strategy (DITES, DITES) 
47. ICT standards (DITES, DITES) 
48. Standard Desktop Workstation environment (DITES, DITES) 
49. Secure ICT infrastructure (DITES, DITES) 
50. ICT security policy (DITES, DITES) 
51. Common ICT services help desk (DITES, DITES) 
52. Common ICT procurement process (DITES, DITES) 
53. Disaster recovery and business continuity strategy and plan (DITES, DITES) 
54. Off-shore backup (DITES, DITES) 
55. Data center management and security (DITES, DITES) 
63. Smart building architecture (DITES, DITES) 
66. Voice communications over internet (DITES, DITES) 
67. Web-based video and tele-conferencing (DITES, DITES) 
 
Other objects needed for this initiative 
56. ICT training and professional development {Initiative 14} 
90. Fibre cable connectivity with international networks {Initiative 13} 
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13. Enhanced International Broadband Connectivity 
Overview 
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: Ministry of Communications and Works (MCW) 
 
Activities 
13. Enhance International Broadband Connectivity 
13.1 Develop a proposal and secure approval of GOM for fibre connection with the international 

fibre network 
13.2  Negotiate partnership arrangements and secure funding 
13.3 Manage the implementation of Broadband Connectivity project 
13.4 Enhance local fibre connectivity 

 
Implementation Notes 
Presently, Montserrat is connected with Antigua through a microwave link which provides 
international internet connectivity. This was considered a stop-gap measure after the fibre 
connection was damaged due to volcanic eruption in 1998. Exploratory discussions are underway 
with Lime and other potential partners to re-establish the fibre connection. Fibre connection should 
be considered as essential for Montserrat’s development, and may be incorporated as one of the 
items in Montserrat’s infrastructure development project (i.e. Little Bay Project). In case the vendor-
led actions for this service are delayed, the GOM should consider making its own investment and 
then selling it off to potential telecommunications providers at a later date.  
 
Output Objects 
90. Fibre cable connectivity with international network (DITES, MCW) 
91. Low cost internet service for Montserrat residents and businesses (MCW, MCW) 
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14. Establish and Operationalize an eGovernment Readiness Program 

within GOM 
Overview 
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 
 
 Activities 
14. Establish and operationalize an EGovernment Readiness program within GOM 
14.1 Establish an organizational unit within DITES to operate the eGovernment Readiness Program 

i. Develop an eGovernment readiness program plan 
ii. Recruit staff and provide appropriate training 

14.2 Strengthen skills and competencies in IM within GOM 
14.3 Strengthen skills and competencies for service delivery within GOM 
14.4 Strengthen skills and competencies for managing ICT services 
14.5 Develop and conduct a management training program in eGovernment 
14.6 Develop and conduct a general awareness program on eGovernment for all employees 
14.7 Enable access to IM and service delivery policies and guidelines on the desktop 
14.8 Enable access to IM specialists and ICT specialists through the Internal Knowledge Network 
14.9 Develop and operationalize a policy for distributing productivity software to employees for 

personal use at low costs 
 

Implementation Notes 
This organizational unit within DITES would become a focal point for all eGovernment readiness 
activities and use internal professional staff and advisors to conduct training programs. The unit 
itself would be largely engaged in conducting needs assessment, planning and organizing activities. 
Competency and skills profiles are available in developed countries (e.g. Canada) and could be 
acquired and adapted for use within GOM. Currently, under the procurement contract with 
Microsoft products, DITES is able to provide employees with Microsoft products at low or no costs. 
This aspect of this initiative can be implemented quickly. Policy framework needs to be developed 
for this purpose. 
 
Output Objects 
18. Skills and competencies for working in the eGovernment environment (DITES, DITES) 
19. Training programs for working in the eGovernment environment (DITES, DITES) 
20. Software productivity tools for purchase by employees at discounted prices (DITES, DITES) 
43. Information management training (DITES, DITES) 
56. ICT training and professional development (DITES, DITES) 
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72. ICT trained public service employees (DITES, DITES)  

 
Other objects needed for this Initiative 
11. Standard job descriptions and performance standards for employees {Initiative 1} 
12. Accountability framework for employees {Initiative 1} 
 
22. Information management policy {Initiative 11} 
23. Information privacy and security policy {Initiative 11} 
26. Common data standards {Initiative 11} 
37. Information management framework {Initiative 11} 
40. Information retention and disposal policy and guidelines {Initiative 11} 
41. Access to information policy and guidelines {Initiative 11} 
 
46. Target ICT architecture and migration strategy {Initiative 12} 
47. ICT standards {Initiative 12} 
49. Secure ICT infrastructure {Initiative 12} 
50. ICT security policy {Initiative 12} 
51. Common ICT services help desk {Initiative 12} 
53. Disaster recovery and business continuity strategy and plan {Initiative 12} 
54. Off-shore backup {Initiative 12} 
55. Data center management and security {Initiative 12} 
63. Smart building architecture {Initiative 12} 
66. Voice communications over internet {Initiative 12} 
 
14. Customer/citizen service policy and standards {Initiative 9} 
16. “Whole-of-Government” strategy {Initiative 9} 

31. Management accountability framework {Initiative 9} 
79. One-stop citizens (users) services strategy and plan {Initiative 9} 
80. One stop users service centre at Government HQ {Initiative 9} 
81. Government portal organized by types of users {Initiative 9} 
82. User identification, authentication and authorization system for public {Initiative 9} 
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15. Internal Knowledge Network 
Overview  
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 
 
Activities 
15. Design, develop and implement a secure knowledge network for internal use with the following 

five phases: 
15.1 Operationalize the network with the capability of providing public service employees (at all 

levels) with access to information such as: 
i. GOM HR policy set including personnel policies, guidelines and working tools, accountability 

framework 
ii. Job descriptions, performance standards, competencies and skills requirements for different 

positions  
iii. Notice of vacancies and job competition 
iv. Sustainable development plan, performance targets, communications and progress reports 
v. Customer service policy and standards 
vi. GOM information management (IM) policy set including information classification scheme, 

information security policy, information access policy, etc. 
vii. Training programs, online courses available over the internet 
 

15.2 Design, develop and implement a Unique Identifier and Authentication System for Employees 
15.3 Operationalize consultation forum over the internal knowledge network for employee 

consultations on GOM initiatives, policies, innovations awards, and innovative proposals 
15.4 Operationalize capability for knowledge sharing over the intranet, for employees to have 

access to internal subject-matter specialists and a general purpose help desk 
15.5 Operationalize capability for social networking within the public service over the intranet, for 

employees to establish communities of common interest and internal blogs 
 

Implementation Notes 
Presently, DITES provides an Intranet infrastructure for exclusive use within the public service which 
is largely used for email purposes. The Internal Knowledge Network would use the same 
infrastructure with enhanced security features. The development of an internal portal for services as 
outlined above should proceed in a structured fashion, supported by appropriate policy framework 
for identity management, information management, knowledge sharing and Wikipedia-type of 
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services. Accountability for managing contents, moderating internal discussions, and soliciting 
employee engagement should be established. The technical knowledge for developing an internal 
portal and designing security features generally exist within DITES. However, the policy framework 
for managing the portal must precede the design, development and implementation of the Internal 
Knowledge Network. 
 
The information for distribution on the Internal Knowledge network would be produced through 
different initiatives, and the contents management policy would assign accountability for managing 
contents on the Internal Knowledge Network. Specific individuals would be identified as subject 
matter experts and requested to participate on the Internal Knowledge network both as experts for 
knowledge sharing, and for building communities of common interests within the public service.   
 
The Unique Identifier and Authentication System would provide the employees with secure access 
to their own personal records and other information/transactions on the Internal Knowledge 
Network. In addition, this system, when perfected, would be useful in designing a similar system for 
the public to make secure transactions with the government through the government portal (see 
Initiative 6). 
 
Output Objects 
The following objects would be created and used in this initiative: 
2. Unique Identifier and Authentication System for employees (DITES, HRMU) 
5. Government internal web site for employees only (DITES, HRMU) 
69. Internal subject matter experts identified (PMDU, PMDU) 
71. Communities of common interest (PMDU, PMDU) 
 
Other objects needed for this initiative 
4. Personnel policies, guidelines and working tools for employees {Initiative 1} 
7. Notice of vacancies and job competitions for information of employees {Initiative 1} 
9. Online courses for employees {Initiative 1} 
11. Standard job descriptions and performance standards for employees {Initiative 1} 
12. Accountability framework for employees {Initiative 1} 
 
13. Information privacy policy and standards {Initiative 11} 
22. Information management policy {Initiative 11} 
37. Information management framework {Initiative 11} 
40. Information retention and disposal policy and guidelines {Initiative 11} 
41. Access to information policy and guidelines {Initiative 11} 
43. Information management training {Initiative 11} 
 
14. Customer service policy and standards {Initiative 9} 
17. Sustainable Development targets and progress reports 
70. Best practices and innovations award system {Initiative 9) 
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16. Design and Manage the eGovernment Program 
Overview 
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 
 
Activities 
16. Design and manage eGovernment program 
16.1 Reorganize DITES with expanded mandate for: 

i. Information management services 
ii. ICT infrastructure and applications services 
iii. eGovernment readiness program 
iv. eGovernment program management 

16.2  Develop a detailed implementation and resourcing plan for eGovernment, and secure 
resources 

16.3 Establish and operationalize new functional areas in DITES as listed above  
16.4 Strengthen eGovernment Steering Committee 
16.5 Establish relationship with regional institutions and other international jurisdictions 
16.6 Coordinate ICT-enabled developments government-wide and liaise with key stakeholders 
16.7 Establish and operationalize an eGovernment monitoring and reporting system 
16.8 Establish and operate a recognition program for eGovernment innovations in GOM 
 
Implementation Notes 
The proposal to reorganize DITES with added mandate should proceed without much delay. DITES 
would benefit with two or three advisors (part-time). One advisor would provide support at the 
strategic level in the transition of the DITES mandate and assist DITES in building the program, 
relationships with the stakeholders (including regional contacts) and capacity development 
(eGovernment readiness) component. The second advisor would provide support on developing the 
information management services component, an essential part of the eGovernment environment. 
The third advisor would provide support on consolidating and implementing ICT infrastructure 
services. The staff recruitment for most areas should be done from internal sources to reduce cost 
and use up available capacity within the public service.  The new staff would of course require 
training and mentoring. GOM should set up an annual awards program for recognizing innovation 
and best practices employed by employees. Such programs have worked very well in other 
jurisdictions. 
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Output Objects 
73.  EGovernment program office and DITES organizational change proposal (DITES, DITES) 
74. EGovernment resourcing and implementation plan (DITES, DITES) 
75.  EGovernment monitoring and evaluation reports (DITES, DITES) 
76. EGovernment Steering Committee (DITES, DITES) 
70. Best practices and innovations award system (DITES, DITES) 
147. Opportunities for functional cooperation with neighbouring countries, OECS and region (DITES, 

Ministries/Departments)  
148. Interoperability features in Montserrat systems which are candidates for functional 

cooperation (DITES, DITES) 
149. Training on working with collaborative systems in select areas (DITES, Ministries/departments) 
150. Opportunity to create a regional test bed for innovations in good governance and business 

process improvement (DITES, Office of the Chief Minister) 
 
Other objects needed for this initiative 
All objects mentioned in Information Management {Initiative 11} 
All objects mentioned in Enhance ICT Infrastructure Services {Initiative 12} 
All objects mentioned in eGovernment Readiness {Initiative 14} 
 

 

 


