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Foreword

The main purpose of this report is to assess thdiness for eGovernment in St Lucia and to assist
the Government of St Lucia to develop eGovernmenhiwia strategic ICT framework. It was
commissioned as part of a project, funded by thalS8tates Network for Economic Development,
entitled “Development of eGovernment in St LuciathwSt Lucia as the beneficiary small state and

the Malta Information Technology Agency (MITA) as\gee provider (see Annex 1)

In order to gather the necessary information far thport, the author visited St Lucia between 1@ an
23 January 2009. During this visit the author manynSt Lucian government officials from various

institutions, as shown in Annex 2.

During the visit, the author met most of the membarthe eGovernment Taskforce during the first
morning of the visit and then on a one-to-one bdaring the rest of the week. One of the duties of
the eGovernment Taskforce is the responsibilitydeveloping the ICT and eGovernment policies.
The formation of this Taskforce is an important stekeeping the major stakeholders in government
informed of developments and progress, and alsedeive feed back, suggestions and critique on

plans, projects, processes, policies and execadhe eGovernment program moves forward.

Throughout the whole week the author was impress#dtive dedication and enthusiasm shown by

all the government executives towards the launch@tGovernment program.
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Executive Summary

This report reviews the National Development agesfdat Lucia geared toward an assessment of the
use of Information and Communication Technologiesstipport the development initiatives and
undertakes an assessment aimed at uncovering pisetiyst exist at the national level within the ICT

sector.

The report puts forward a number of recommendatiatarding the need of centralising the
Government ICT function and regarding eGovernmeatsires.

The Government of St Lucia and more specificallyNtiistry for Public Service have embarked on
an exercise to define the National Information @wsnmunication Technology Policy and Sectoral
Strategies. This indicates the seriousness of thee@ment’s intentions and also demonstrates that

the Government of St Lucia understands the complefithe undertaking.

The major challenge for the Government of St Luni¢hie launching of eGovernment initiatives will

be the disparities in computer access. This isshens in the following two main challenges.

The first relates to the often described “digitalidé”, the accessibility for people with disab#is

and wider availability of personal computers to Wiexlge workers within the public service. In the
case of the digital divide, not all citizens cutigrhave equal access to computers, whether dae to
lack of financial resources to purchase a perseoalputer and a connection to the Internet or
necessary skills.The placement of Internet-enabled computers iroash public libraries and/or
regional public or local government offices mayphelddress this issue. One has to consider that
much of what governments do involves interactiorith ypeople least likely to have access to the
internet i.e., the poor, the elderly and the lesfl-educated. Although a challenge, these issaas c
be addressed and do not represent a permanerdrb@m the other hand, businesses in St Lucia are
relatively well connectédto the online world and are keeto see the delivery of more government
services electronically. The availability of persbc@amputers to knowledge workers within the public

service is addressed in Section 3 of this report.

The second challenge that will need to be address short term, relates to the need to defiee th

organisational structure required to manage noy dhk eGovernment initiatives but also the

! Internet penetration in St Lucia is 9% (March 2088)urce ECTEL - Survey on Impact of Telecoms and ICTs
in ECTEL.

2 Nearly 75% of business in St Lucia have an Intermeinection: SourceECTEL - Survey on Impact of
Telecomsand ICTsin ECTEL.

% See section 5 relating to the Chamber of Commer& bficia
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immediate and long term management of the goverhi@h operations in a highly structured
manner to ensure maximum use of resources whichinasbort supply, maximum exploitation of
economies of scale and avoidance of duplicatiatymdancies/duplication of human resources within

a cohesive and a highly coordinated unit. Thisadapaddressed in Section 6 of this report.

This report is organised in 8 sections. Sectiorvégisome background on the small island state of St
Lucia and presents a brief description of its pojta government, the economy and foreign
relations. Section 2 covers the Public Service witbrmation about some of the IT systems in the
major ministries, including the Customs and Exciséand Revenue, Health, and the Police Force.
This section also includes a description of the mflethe Government data centre management
company — Computer Centre Ltd. The Education Systemth is an essential in preparing human
resources required for eGovernment, is describeBeiction 4. Section 5 discusses the role of the
private sector and the St Lucia Chamber of Commdrzhystry and Agriculture in the context of
eGovernment issues. Section 6 deals with the néed @entral Common Database as a keystone
system for eGovernment, and makes a case for &ieatian of the Government ICT function.
Section 7 puts forward recommendations as to wthedrdormal structures are required as part of a

central ICT Unit. Section 8 concludes the study.

The recommendations put forward in this report tteeeerelate to the need for the centralisation of
the Government ICT function, the setting up of aiitd Common Database and the need to put in

place new government structures for the developmwieeGovernment

Central Common Database

Currently there is not a single source for cleard(eerified) primary data of each citizen of St lauc
A central common database is the cornerstone ohgteGovernment Strategy and Section 6.1

recommends an initiative to set up such a centmancon database.

Centralisation of the Government ICT Unit

The physical size and the economy of St Lucia wam@asiose examination of the benefits that can be
derived from a centralised ICT unit serving the lehof government. Considerable cost and
operational benefits will be derived from the cahsation of applications and virtualisation of

servers, the introduction of a common architecturé most importantly the maximised used of scare

technical resources. Section 6.3 presents thengalyes related of centralising the ICT Unit.
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Recommendationsregar ding new eGovernment Structures

This report recommends that the Government of Sta.geits up 7 new structures in order to

implement and support the new eGovernment strategyely:

A Project Management Office,

An ICT policy making and compliance office,

An Information Security Office,

A Service Management and Service Delivery Entity,
A Sourcing and Procurement Unit,

A Quiality Assurance Unit, and

A Change Management Office.

The role and function of these structures are desdrin Section 7.2. These structures will initially

start with each role being managed by a singleifigelindividual, however, these roles should be

expected to grow and mature into units to supg@twhole ICT infrastructure and service delivery

within the Public Service.



01. About St Lucia

1.1 Location, Population and Brief History
Saint Lucia is one of the Windward Islands in thet&asCaribbean, and was named for Saint Lucy

of Syracuse. It is located north/northeast ofishends of Saint Vincent and the Grenadines,

northwest of Barbados and south of Martiniquesite is 620 km?2. Its capital is Castries.

Location and Map of St Lucia

&
5 / %
L L s
;

The island is divided into 11 quarters, including tapital, which are: (1) Anse la Raye, (2) Carsarie
(3) Castries, (4) Choiseul, (5) Dauphin, (6) Degr(@) Gros Islet (8) Laborie (9) Micoud (10)

Soufriere and (11) Vieux Fort.

The estimated population of St Lucia is 160,765 (208Bsus). English is the official language,
although many St Lucians speak a French patoiser$gwpercent of the population is Roman
Catholic. The rest are Seventh-day Adventists (7®@ntecostalists (6%), Anglicans (2%),
Evangelicals (2%) and Rastafari (2%). The populatiorvenly divided between urban and rural

areas, although the capital, Castries, contain tt@n one-third of the population.

The Island was first visited by Europeans in abbetyear 1500 and first colonized successfully by
France who signed a treaty with the native Caribppes in 1660. Great Britain took control of the
island from 1663 to 1667 then went to war with Eerover it fourteen times, and finally took
complete control in 1814. Representative goverrinoame about in 1924 (with universal adult
suffrage from 1953) and from 1958 to 1962 the dlarms a member of the Federation of the West

Indies. On February 22, 1979, Saint Lucia becamiedependent state of the British Commonwealth.

1.2 Government

St Lucia is a parliamentary democracy modeled @ Woestminster system. The head of state is

Queen Elizabeth 11, represented by a governor geregpointed by the Queen as her representative.

10



The bicameral parliament consists of a 17-membersel@mi Assembly whose members are elected

for 5-year terms and an 11-member senate appdiytéte governor general.

St Lucia has an independent judiciary composed sifidi courts and a high court. Cases may be
appealed to the Eastern Caribbean Court of Apeals ultimately, to the Judicial Committee of the
Privy Council in London.

1.3 Economy

St Lucia has been able to attract foreign busiaeskinvestment, especially in its offshore banking
and tourism industries. In 2006 there was a heaeyease in foreign direct investment in 2006,
mainly directed at the construction of several ignarprojects. Tourism provides Saint Lucia's main

source of income and the industry is the islanidigést employer.

Since the 1960s, banana cultivation and exportmgae® have helped fund the country's development.
However, banana exports are now in a decline, dummnpetition from lower-cost Latin American
producers and reduced European Union trade prefeseMNotwithstanding, the Government of St
Lucia encourages farmers to plant crops such asacamangos, and avocados to diversify its

agricultural production and provide jobs for dispgd banana workers.

St Lucia's economy therefore depends primarily aremae from tourism, with some contribution

from banana production and small-scale manufagurimfrastructure improvements in roads,

communications, water supply, sewerage, and pariities have benefited all sectors of the

economy. Combined with a stable political environtrend educated work force, the improvement in
the infrastructure attracted foreign investorsemesal different sectors. Apart from the steaayfl

of investment in tourism, the single most significéoreign investment is Hess Oil's large petroleum
storage and transshipment terminal. The extensiperaexpansion project funded by the Caribbean

Development Bank was of further benefit to the ismarindustry.

Tourism makes up for more than 48% of St Lucia's GEtBtitiscs for 2005 show that tourist visitors
totaled over 700,000, mainly from the United Statks United Kingdom, and CARICOM. The hotel
and restaurant industry grew by 6.3%. and stay-avevals increased by 6.5%. The United States
remained the most important market, accounting3td% of these arrivals. Similar to other tourist
destinations worldwide, the tourism sector in Stiaus currently facing declining revenues due to
the global economic downturn.

11



St Lucia's currency is the Eastern Caribbean D@H&$), which is a regional currency shared among
members of the Eastern Caribbean Currency Union (BC&£id issued by the Eastern Caribbean
Central Bank (ECCB). The EC$ is kept pegged at EC$23=$1 by the ECCB, which also manages

monetary policy, and regulates and supervises caoniah®anking activities in its member countries.

St Lucia forms part of the Caribbean Community aoth@on Market (CARICOM), the CARICOM
Single Market and Economy (CSME), the East Caribbé&mmmon Market (ECCM), the
Organization of Eastern Caribbean States (OECS)ttanRegional Security System (RSS).

1.4 Foreign Relations
The government of St Lucia seeks balanced interraltioelations through mutual economic
cooperation and trade and investment. St Lucia srjogndly relations with the major powers active

in the Caribbean, including the United States,Uhéed Kingdom, Canada, and France, and conducts

its foreign policy through its membership in the CGEC
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02. IT SystemsintheMajor Ministries

2.1 The Public Service

The Government of St Lucia of has 15 ministries, rigme

Ministry of Agriculture, Lands, Fisheries & Forestry

Ministry of Commerce, Industry, Consumer Affairs

Ministry of Communications, Works, Transport & PighUtilities

Ministry of Economic Affairs, Economic Planning aNational Development

Ministry of Education and Culture

Ministry of External Affairs

Ministry of Finance

Ministry of Health Wellness, Family Affairs, Hum&ervices, and Gender Relations

Ministry of Home Affairs & National Security

Ministry of International Trade and Investment

Ministry of Justice and Attorney General's Chambers

Ministry of Labour, Information and Broadcasting

Ministry of Physical Planning, Housing, Urban Remaév.ocal Government and the Environment

Ministry of Social Transformation, Public Servi¢éyman Resource Development, Youth and Sports

Ministry of Tourism and Civil Aviation

The number and categories of employees in the sgvilice are as follows:

Employeesin the Civil Service

Description # of Persons
Civil service 3016
Doctors 54
Fire service 276
Legislative 27
Nurses 207
Pension 1804
Police 954
Prisons 124
Teachers 1623
Wages 893
Other 66
Other — project 29
Total 9073

Source: The Public Sector ICT & eGovernment Unit
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2.2 Government Information Technology Management and Funding

A multi-layered challenge for the development ofog&nment relates to government information
technology management and funding. With 3016 engaeyin the administration of the public
service (knowledge workers), the Government of Stidinas a major challenge in providing these
employees with personal computers to meet the exigdis for the provision of electronic services to
the citizens, and to provide basic PC skills araning in office automation tools to all these
employees. This therefore represents a challengeinafing for acquisition and recurring cost of
ownership of the hardware and software, and ofgéstical nature to organise and deliver training
without disruption of service to the citizen. Thesleallenges will be addressed as part of the

objectives in the National ICT Policy and Sect@#htegies initiative (refer Page 7).

Currently there are approximately 800 PCs in usiiwithe public services in St Lucia that are
connected to the Government networks, plus appratéily another 400 stand alone PCs. These units
are supported by Computer Centre Ltd, the govertimen-house agency which manages the
government's data centre, network infrastructunegd @he support and maintenance of various
applications in use within the Ministry of FinancEhe existing number of installed PCs is low
compared to the number of knowledge workers. Tdgse will need to be addressed urgently, as
government will need to concurrently catch up wille future implementation of eGovernment
solutions and also to demonstrate leadership nbt, @a the private business sector but also to
demonstrate the need to young citizens about thesl rier proficiency in the use of personal

computers in basic office automation applications.

Therefore the eGovernment Unit will need to needuto a parallel project for the introduction of

personal computers and staff training aligned whih specific eGovernment projects which will be
launched progressively during the lifecycle of #@&@overnment Strategy implementation. This topic
should also be addressed as part of the objeativide National ICT Policy and Sectoral Strategies
initiative (this issue is further discussed below )

2.3 Computer CentrelLtd

Computer Centre Ltd (CCL) is the ICT in-house sarpcovider to the Government of St Lucia. CCL
and its predecessor organisations, has been itepgés since 1990 under different forms. The
organisation reports into the Ministry if Finan@ée broad services CCL provides are:

o Application development, maintenance and support,

0 Support and maintenance of the network infrastnectind data centre hardware,

o0 Help desk and desk-side technical support for Pi@smpublic service.

14



The CCL team consists of:
1 General Manager
1 Manager
1 Accountant
1 Senior Analyst
3 Program analysts
1 Systems/DBA
3 Technicians
1 technical assistant / networks
1 technical assistant / servers
2 Help Desk Officers

Currently their hours of operation are 9:00 am:f@5m.

CCL provides first level support not only for applions developed and supplied by CCL but also for
some systems procured from third party service idesg; e.g., passport system provided by a
Canadian Company. CCL are also committed to cantystudies of system requirements for client

Ministries, which systems may eventually be hanolest to CCL for hosting and support.

CCL is also involved in the preparation of proposaldCT matters to Cabinet.

The services provided are covered by a Service Legetement signed by the Ministry of Finance

on behalf of the Government with CCL.

The major government buildings housing the variousidities and their respective departments are
situated in five adjacent buildings along the Wtert in Castries. CCL provides a WAN

infrastructure linking these buildings with a 1Gbré backbone. Cable and Wireless maintain the
external network. Across the rest of the island GGk frame relay connections provided by Cable

and Wireless, which are slow, relatively unreliadtel costly.

The management of the government telephone systdhumtier the responsibility of the Ministry for
Public Service, however, CCL has set up some VO8#esys for Government. There is an indication

that future installations of telephone systems hallbased on VOIP.

Currently CCL does not have an off-site disasteovery site. It is being planned to use the new ICT

Data Centre in Castries (set up through the cotiparagreement with Taiwan) as a back-up

15



location. The management of CCL and the eGovernraritt understand the urgency of such a
decision. As more mission critical applications gumitals are implemented and put on-line, disaster
recovery planning and business continuity will heeoessential and an urgent solution for the

existing situation is being worked on.

In the past, one of the challenges faced by CCL twadefine certain ICT Policies and Procedures.
Some ministries set their own policies. Where CEL the policies, they had no mechanism to
enforce those policies. With the current set-up, new eGovernment Taskforce is now responsible

for developing the ICT and eGovernment policies.

2.4 The Customs and Excise Department

The Customs Department uses the Automatic Systentdstoms Data (ASYCUDA), which is a
computerized customs management system that covassforeign trade operations and procedures.
It was developed by UNCTAD in 1981 and has beetaliesl or is being implemented in over 80
countries and regions around the world. The vergiarse in St Lucia is ASYCUDA++. The system

has been in use since 2005.

The ASYCUDA system is also in use by other OECS ti@@s1namely, Dominica, Grenada and St
Vincent. Currently there are initiatives being solered to create a regional customs information
sharing network for the interoperability of variotisstoms systems over diverse regional platforms,

as well as sharing of information among public agEminvolved in the export and import processes.

The ASYCUDA system currently supports the completéomation of the cargo manifest. All

manifests’ bills of lading are electronically tram#ted by shipping agents. Importers and exporters
can lodge their declarations from their offices.rdugh the use of risk management procedures,
customs officers can determine which goods regpingsical examination and/or documentary

checks.

The system is hosted at the Customs Departmentswithort for application development from CCL.
Various applications have been built around the B8DA system such as the Duty Free Shops
application, written in Java. The system is usedlb§ employees within the customs department.
The department also provides web access to thensystel 20 customs clearance brokers.

The IT unit for the Customs Department consists of:
11T Manager

2 persons on loan from CCL for application develophaad system administration

16



3 persons for system administration, applicatiovettgpment and network support

1 technician for PC support

Currently the Customs department is considering ithplementation of the next version of
ASYCUDA — ASYCUDA World.

2.5 Inland Revenue

In common with other Caribbean states like AntigDagninica, Grenada, St.Kitts and St. Vincent, the
Inland Revenue Department of St Lucia uses the Stdimbd Integrated Government Tax
Administration Systems (SIGTAS), which was devetbgey SOGEMA, a Canadian company.
SIGTAS is a system that specializes in managemahirdarmation systems and is used to manage
the collection of taxes. SOGEMA had worked direatligh the Inland Revenue Departments in the
OECS to implement the required legislative and ess process changes. Additionally, IRD staff

members were trained to operate and manage the SG@palication.

There are 110 users of SIGTAS within the IRD in StihuThe system, which has been in use for the
past 10 years, enables the Inland Revenue deparstahto operate more efficiently as the software
has the ability to remind taxpayers that their tagee due, identify and record potential taxpayers,
retrieve tax information quickly, and reduce theditaken to make payments. These functions assist

in the speedy collection of revenue.

The website of the Inland Revenue Departméitp(/irdstlucia.gov.ld/ is used to provide relevant

information to tax-payers, downloadable forms amgtriictions on how to fill the forms, FAQs, Press
Releases, the Department’s Newsletter (althougdstiatsue displayed is over two years old) and
facility to obtain a tax calculation online to gat estimate of taxes to be paid. The tax returndean
downloaded and printed and then mailed to the IRfizre are discussions under way to provide the
facility for electronic filing. St Lucia has apprioxately 70,000 taxable persons and 4,000 registered

corporations. As a perspective, revenue for 2008 B@$320 million (US$118M)

Currently there is a regional (Eastern Caribbearréhigy Union countries) body reviewing IT tax
programmes and tax legislation to determine whajpmenhancements are required to SIGTAS.
Analysis is not yet complete and officials of thieL8cia IRD are hoping that a refresh to SIGTAS

would be done prior to the introduction of VAT.
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An upgrade or refresh of the current SIGTAS platfanay present quite a challenge, since St Lucia
(and the other participating countries) has owredgources code to SIGTAS and country specific

changes and enhancements may been implementedrgating the effect of a customised system.

The VAT implementation project is being managed bypraject coordinator reporting to the
Permanent Secretary, Finance. The current planscéderthe introduction of VAT in April 2010;

however, the necessary legislation is not yet sce@l The drive is towards the introduction of a
common VAT in ECCU. Therefore the relevance of amgrated VAT/Customs system is being
assessed, possibly using SIGTAS with a VAT ‘moduleéedless to say, the introduction of a

uniform and shared regional system would greatiyice costs for the individual participating States.

The IT unit for the Inland Revenue Department coasift
2 persons for network administration and support

3 programmers

It is understood that currently the Accountant Gahes having discussions with the Banks in St
Lucia regarding the processing of credit and dednitl ¢dransactions online by the Government on its
websites. It is not apparent if a cost benefit wsialhas been made on the collection of Government’
revenue by credit or debit cards. However, at prieiee Government is highly reluctant to pay a
percentage of revenue on the credit/debit cargaetions. This topic will need to be re-evaluated an
reassessed by the Ministry of Finance/Accountante@d to determine the benefits gain through

processing payments online.

2.6 The Ministry of Health

The Ministry of Health IT system referred to as Health Information System (HIS) is made up of 8
modules. HIS was acquired from Accesstec, Inc. fitoelules are web based and amongst other
functions include a register of persons with diabetnd record keeping for diabetic patients. Dexbet
is one of the main causes of death in St Lucia. Sjfstem also includes an HIV module which was

funded by the National Aids Programme Secretariat.

A team of 3 programmers, which reports to the Hedétformation System Administrator of the
Ministry of Health, carry out in-house developmand enhancements to the HIS. The programmers
were trained by Accesstec in Canada in 2008. Tam telso builds other mini modules around the

current applications, customised to their clieredse

18



Universal Health Care (UHC) is a health programrmetaldished by the Ministry of Health that
provides all residents of St Lucia with equal acdesguality health services. The defined services
are: out patient services and hospital servicelsiditng Obstetrics, Gynaecology, Internal medicine,

Paediatrics, Surgery, Orthopaedics, OphthalmolBgymatology, Urology, Dentistry and Neurology.

The pilot phase initially established three Univeidaalth Care pilot sites at Gros Islet Polyclinic,
Monchy Health Centre and Grande Riviere Health (@erithe recently appointed new Chief Health
Planner will consolidate the current efforts angbiiave on the strategic plan to continue the roout
to other health centres. Caribbean Development Btk provided the funding for the structural
rehabilitation of the health centres. The initiatshould also get funding for the ICT implementation
in 9 health centres in 2009.

In 2006, the Ministry of Health through the Univarsiealth Care initiative organised one the largest
enumeration exercise outside the census when 606f0%e population was registered and issued
with a UHC ID card. One main reason why the exergigs carried out resulted from the fact that
there is no single central repository of ‘cleanngary data about the citizens of St Lucia. (More on
this topic in Section 08 — Central Common Databad$e) basic data collected included First and Last
Name, Date of Birth, Gender and Marital Status,ttBiPlace, Residency and Nationality. The

information is currently indexed under the persasiational Insurance Corporation (NIC) number.

Another initiative under UHC, funded by the Natibh@surance Corporation, created digital copies

(through transcription) of the existing physicappahealth records.

A new network has been installed in Victoria HoghiHowever users have not yet received the
requisite basic ICT training. There will be a focuseand-user training in 2009. The desire is to roll
out training in basic PC skills for health workdike turning on a computer, opening a browser and
entering information; and training on HIS modulesdfic use. The major issue in delivery the
training is the availability of the medical persehio attend the training sessions during shiftreou
This is a common problem also encountered in otbenities, which is due to the limited availability

of medical personnel and trained nurses.
2.7 TheRoyal St Lucia Police Force
The Royal St Lucia Police Force (RSLPF) was estaddish 1834. The word Royal was bestowed

on the title of the Force in February 1966 by Heajédty, Queen Elizabeth Il during her visit to St

Lucia.
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The Police Force has a total complement of abou® H#sons, with a mix of police officers and
civilians. The RSLPF has 8 police stations in theth&rn Division and five in the Southern Division.
Each Division is headed by a Superintendent of Bolithhe Force has a relatively low average age

with the new generation police officers having adjeducation and relatively IT savvy.

Since St Lucia has no army, the RSLPF maintainsaataguard unit and a Special Services Unit and

is also in charge of immigration and issuing ofgpasts.

The RSLPF has recently received a donation fron@treernment of ROC/Taiwan in the form of a

Crime Recording System. This same initiative witlk Bovernment of Taiwan also involves the
development of a Drivers Licensing System for then$pmrt Department of the Ministry of

Communications, Work, Transport and Public Utiti@he two systems, i.e., the Crime Recording
System and the Drivers Licensing System, are linkedthat both agencies can track vehicle
information, e.g., stolen cars. The overall packagkides the application software, operating system
hardware and maintenance and support. The systentwsied in a new ICT Data Centre in Castries.

The project is part of a cooperation agreement Wativan.

The RSLPF also shares and provides information atd tb Interpol, the US and European law

enforcement agencies.

The RSLPF manages a Border Control System whichpr@sured from DRM Systems of the UK.
The system is used by the other Eastern Caribbaantraes. The Border Control system is integrated

with the Interpol system (referred to as the i/247)

The police network, which encompasses data and vpasses over the Cable and Wireless network

(frame relay). As mentioned earlier in this reptre network is relatively slow, unreliable andtbos

Superintendent Paul H. Lionel is the Officer in jeof the Police Communications & I.T. Unit and
has held the position for the past 7 years. Hihyws includes provision of additional PC hardware
additional software tools to monitor the policewnatk and training to upgrade the skills of police
officers ranging from the use of PC office automatiools to the use of specific installed police

applications.
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03. TheEducation System

3.1 Education and ICT

Literacy and basic education are important pre-s#tps for ensuring that young persons eventually
participate successfully in the knowledge econoiiyis not only involves equipping schools with
computers and connection to networks but also fiogt@n understanding of the need and benefits of
ICT. IN St Lucia this interconnection is well underod.

3.2 Education Institutionsin St Lucia

The following diagram represents the structure efdtiucation system of St Lucia:

Structure of the Education System of St Lucia

8] o] 10] 11] 12] 13] 14] 15] 16 17+

TERTIARY

Sir Arthur Lewis Community University of the
College West Indies
Division of Agriculture <
Department of Health Sciences
Divison of Arts, Sciences and
General Studies
Division of Technical Education
SECONDARY and Management Studies .
E4 l FZTFS | F4| F5 Division of Teacher Education
L33

and Educational Administration
Department of Continuing
Education

P 4
JUNIOR L »| Overseas
TGN PRIMARY Universities
IK]G1 |G2 [G3 |G4 [G5 [G6 [Y1 [Y2 [Y3 Jereress
Senior Vieux-Fort Comprehensive
Secondary Campus B - Post
Secondary Programme

[ Skills TrainingfTechnical |
Institutions

National Enrichment and Learning
Programme

National Skills Training Programme

Center for Adolesscent,
Rehabilitation and Education

Other Technical Institutions

Source: Ministry of Education and Culture, & Lucia
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In St Lucia, there are a total of 105 schools Lu€iatich 99 are public schools, split as follows:

75 Kindergarten and Primary Schools (K-6)

24 Secondary Schools
Of the 3000 students graduating out of the Secgn8ahool system each year, approximately 20%
enter the Sir Arthur Lewis Community College. Othenrol directly at the University of the West
Indies in campuses located in Jamaica, TrinidadTarighgo and Barbadds.

3.3 The Sir Arthur Lewis Community College

The Sir Arthur Lewis Community College (CC) offersiruction in the following areas:
« Technical and Management StudiBsisiness, Building, Computer Systems, Hospitality,
Electronics
« Teacher Education and Educational AdministratiormBry and Secondary Education, B.Ed.
(UWI), Home Economics
« Agriculture: General Agriculture - livestock, fietdops, marketing & business
« Health Sciences: Nursing, Food & Nutrition, Midwife

« Arts & Science: Cambridge Advanced Levels, B.Sc (UW¢t and second years)

The Community College in collaboration with the Depeent of Computer Science, Mathematics and
Physics of UWI at Cave Hill makes available a pemgme comprised &f one-year offering leading
to a Certificate in Information Technology. Also, et of its Continuing Education programme the
Community College offers a part-time Certificateolamme in Computer and Information
Technology comprising of ten (10) courses coveringtal of 500 hours. The programme is intensive
and comprehensive, allowing for some flexibilitytkin the programme structure. The programme

can be completed in two to three years (a maximufive years is allowed).

Besides the Community College there are othertuiitns, like the National Skills Development
Centre and the National Education Learning Unitt ffravide training in other IT technical topics

such as IT graphics, CAD and computer maintenance.

* The University of the West Indies (UWI) is the regibimstitution of higher learning in the Commonwealth
Caribbean. Supported by fifteen countries all curogrformer colonies of Great Britain, the UWI is coitted

to the development of the region through the trgjndf its human resources, conducting research, dielgver
advisory services to governments as well as to thetpraector and forging links with other institutiansthe
wider region and the rest of the world. UWI has tleampuses, in Cave Hill, Barbados, Mona, Jamaica and S
Augustine, Trinidad; in addition to fifty centrestime other contributing countries, known as the Opamgus.
The Open Campus at UWI is simultaneously a virtual campith 50 physical site locations in over 20
countries in the English-speaking Caribbean. The &msity of the West Indies currently has a total eneslin

of over 39,000 students and graduates annually gippately 5,800 students at undergraduate, graduate a
diploma levels.
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In a drive to attract mores students and particgpanthese programmes, the central government and
the Ministry of Education need to overtly demonstréhat there is an overall awareness of the
importance and a consciousness of the need foopeiskilled in IT. The Department of Education
must actively shows a clear sense of understarafitige need of ICT in education and sensitivity to
the need to assist the emerging workforce in admieacceptable levels of knowledge and skills to
participate fully in the movement towards a betted more efficient use of Information Technology.
That sensitivity will then be reflected in a drivegrovide an increased variety of training couicaes

education programmes.

The Department of Education has approximately 148@gmal computers mixed in administration

offices and computer lab use. The age of theser&t@es from 6 months to 8 years.

Therefore three main challenges exist for the Gawent of St Lucia:
0] to ensure the availability of trainers, teachand lecturers in the different topics
and disciplines of ICT
(i) to ensure that each year more funding is maglable to support the provision
and refurbishment of PCs in the classrooms, stafiom Forms IV and V
downwards
(i)  to ensure that each year there is an incré@atlee number of institutions and seats

providing instruction in ICT topics.

These activities all present funding challengedtiercentral government and should be addressed in
detail in the National ICT Policy and Sectoral Stgges initiative (refer Page 7).

A positive achievement of note is that in the egudyt of 2009, all schools will be provided with

internet access by the local ISPs free of charge.
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04. The St Lucia Business Community

4.1 The Benefitsfor eGovernment for Business

Apart from the increase in efficiency in the defivef government services, eGovernment provides
key benefits for businesses including improved ssde information within government departments
and also lower cost of doing business with govermtme

Improved access to information

Every government gathers and archives a large anwiudéta, which government agencies collect
from citizens and businesses, on economic, dembgrapd other trends. The availability of this data
to businesses enhances their ability to plan hatiarket their products and services in an informed
and structure way. Through eGovernment a greateruamof information is made available to
businesses in a more organised and accessible ma&urthermore, eGovernment helps businesses
navigate through the complicated maze of governmegtlations, by providing well organised
websites/portals with detailed explanations of tations and the proper use of forms etc.

Lower cost of doing business

Executing electronic transactions through online liapfions with government entities saves
considerable time when compared to conducting legsifin person by physically visiting the many
dispersed government offices and waiting in quelibs. electronic filing of applications for permits

and licenses provide such an example. Thereforeye@ment lowers the cost to a business of
conducting all of its interactions with governmemtd each transaction cost will be lower. This is
especially important for small businesses as tlasse lvery small staff complements.

4.2 The Business Community in St Lucia

The economy of St Lucia is highly dependent on saror employment and foreign exchange
inflows. Sandy beaches and year round temperatatdiare the natural features that sustain the
development of the tourist sector. The manufactusexjor includes paper products, food processing,
beverage production, clothing and assembly of elait components. There is also a small offshore
financial sector with strong growth potential ahd information technology services sector is also

showing growth potential.
In recent decades, agriculture has been adveretted by the dismantling of preferential treatmen

for banana in world trade, and employs only a \wemall proportion of the labour force, with bananas

still being the leading export product. There imaleme export of flowers.
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The ports in Castries and Vieux Fort support thalleconomic activities with their container
terminal facilities. There is also an oil transhgmterminal at Cul de Sac, south of the capitglaf

Castries.

The St Lucia Business community is eager to see m@avernment projects that would assist
businesses and help them to reduce the cost of disiness with GovernmehHowever, there is a
great need, before the development of eGovernnmaatiens, to mechanise some of the current
processes and eliminate lengthy procedures. As gleasrhe mentioned two major areas that required
improvement.

There is also the need to eliminate unnecessaryeguoes in setting up a new business. Government
needs to map out the procedures, determine wihmegcisssary, eliminate redundant steps and create a
simple process. Another area that causes conslddraitration with small businesses is the current
import licence regime which is archaic. It was etiathat import licences are hand written by
government employees five times to produce five iemp The point made that the simple
mechanisation of this process through the use sthiad-alone PC to produce printed copies of the

licences, would reduce the turnaround time conaltalgr

4.3 The St Lucia Chamber of Commer ce

The St Lucia Chamber of Commerce, Industry and Adice, founded in 1884, has 160 active
members. Approximately 70% of these businesses@nimtween 1 and 9 persons. The role of the
Chamber is to “serve as a promoter, trainer, adepdausiness opportunity interlocutor, researcher
and community representative”. The Chamber offsrsnembers, as part of it membership benefits, a
selection of services to assist in the developroéptople and businesses. In addition to the onggoi
services, such as the Business Information Cemitke Taaining facility, the Chamber helps co-
ordinate and organise local and International Trales. The Chamber is also involved in various on-
going programs. These include the Junior Achievenpengram, Business Missions and annual

Chamber awards, which recognise individual and @w@achievements.

The St Lucia Chamber of Commerce would like to geajoint committee with Government and the
Small Business Association to determine areas rffigrévement. Topics such as these examples
present a huge opportunity to Government to idgrgifch areas that can produce quick wins for

® This information was obtained during a interviewaacted by the present author, with the Executivedar
of the St Lucia Chamber of Commerce, Mr Brian Louisiip has been with the Chamber of Commerce for 9
years.
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Government and the business community, thus gigifgige impetus to the ICT and eGovernment
Strategy.

When the Customs department initially introducedY@®DA, the local importers and customs
clearing agents embraced the system, howevemllgithere were reliability issues which frustrated
and demotivated a lot of the users. These probleme now been overcome. The Chamber is also
ready to endorse strongly the introduction of VAT.
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05. Tedecommunicationsin St Lucia

5.1 The Eastern Caribbean Telecommunications Authority

The Eastern Caribbean Telecommunications AuthorityTEG conducted a study (still in draft form
at the time of visit to St Lucia) to determine ibgel of usage of Telecommunications and ICTs by
Small and Medium Sized businesses in the ECTEL MelStades.

The Eastern Caribbean Telecommunications Authority @stablished in 2000 by the Governments
of five Eastern Caribbean states (CommonwealtharhiDica, Grenada, Saint Christopher and Nevis,
Saint Lucia, Saint Vincent and The Grenadines) tommte market liberalization and competition in

telecommunications of the contracting states.

ECTEL’s mission is to create a fully liberalised teleununications environment, by promoting
competition amongst service providers for the dglnvof efficient and affordable telecommunications
services to the people of ECTEL Member States, by @mphting applicable laws, treaties and

agreements through fair, transparent and indepé¢mlecesses.

The participating countries in the study are DonaniGrenada, St. Kitts and Nevis, Saint Lucia and
St. Vincent and the Grenadines. The study, whigaben August 2008, is based on responses from
504 businesses. ECTEL received assistance frorStitestics Departments in all the five Member

States in designing the sample, identification &aohing of the enumerators, and supervision of the

field work

5.2 Profile of Businesses/I ndustries covered by the survey

The businesses covered by the survey sectors intlAdeculture, Forestry, Fishing and Mining
(4.4%), Construction (6.3%), Manufacturing (12.593.6%), Transport, Wholesale and retail
(11.5%), Information and Communication (5.4%), Acenodation and Food and Service Activities

(14.3), and other Sectors (31.2%).

The number of employees in the firm was the indicatsed to determine the relative size of the

firms. Of the business interviewed the majorit§%e) had between 11 and 50 employees.
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5.3 Importance of Telecomsand ICTs
Organisations surveyed were required to indicagedébgree of importance of Telecoms and ICTs to
their business. The results indicated that onl$@2d organisations indicated that Telecoms and ICT

are unimportant to their business, as shown iridh@wing table.

Degree of Importance of Telecoms & ICT

Degree of Importance of Telecoms& ICT | percent
Considered to be indispensable; 36.6%
Considered to be very important 52.39
Considered to be important 8.5%
Considered unimportant to their business 2.6%

Source: ECTEL - Survey on Impact of Telecomsand ICTsin ECTEL

Results relating to the impact of telecommunicaiare summarised in the following table.

Impact of Telecomsand ICT on Business

Impact of Telecomsand ICT on Business per cent
Impacted positively and improved the informatiomafl 87%
Improved the process of dealing with suppliers 82.2
Improved the efficiency of work 73.1%
Generated business more speedily 72.8%

Source: ECTEL - Survey on Impact of Telecoms and ICTsin ECTEL

Given the considerable importance placed on telecamd ICTs by businesses, there was an
expectation that investment in information techgglavould be relatively buoyant. In response a
considerable number of the respondents (48.9%ydabell that the benefits of telecoms and ICTs
justified the cost of investing in these resoureds)e 16.4% did not see such justification and7$8.

were unsure. Moreover, 63.2% of the firms indidateat they could afford to train staff to use the

technology while 16.4% stated that cost was a caimst
5.4 Level of Usage of Telecomsand other ICT Services
The following table shows the extent of usage of I€€Fvices. Fixed-line services was the most

popular form (96.6%) of communications serviceizedl by the SMEs in the Member States,
followed by fixed internet at 78.3% and mobile pasmat 73%.
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L evel of Usage of Telecoms and other ICT Services

Service ECTEL* | St Lucia
Fixed line service 96.6% 96.5%
Mobile phone 73.0% 80.1%
Mobile Broadband Access 14.1% 14.9%
Private Leased Circuits 11.3% 8.5%
Dial-up Internet access 8.1% 8.5%
Broadband internet access 70.2% 66.0%
Private Telecom Networks 5.6% 4.3%
Land Mobile Radio 3.8% 5.0%
Maritime & Aeronautical 1.6% 1.4%
Mobile Radio

Other 1.2% 0.7%

*aggregate for 5 Member States
Source: ECTEL - Survey on Impact of Telecomsand ICTsin ECTEL

5.5 Use of Internet

Approximately 90% of the firms stated that they Isadne form of internet access and a further 2%
planned to get access within the next twelve monitee rapid uptake of broadband was evident with
31.4% of the firms reporting that they had switcliexn dial up to broadband in the past two years
while 61.6% stated that they always had broadbacdss. The main factor driving the demand for
broadband access to the internet was the speelec$drvice (61.5%), the availability of service

(17.9%) and the quality of the service (10.3%).

An examination of the type of technologies usecatad that the majority (70.5%) of the firms with

internet access used ADSL high speed; 8.7% usezless broadband. The Cable Modem was next
in line at 7.6%. Mobile broadband via a phone Bral up access and dedicated internet access were
each used by 2.5% of the respondents with intexoe¢ss. Leased lines were used by 2.9% of the

respondents.

More than 95% of the respondents who used thenietersed email and 48.7% had their own website.
Contacting suppliers was the main use of emailfiob% of the survey firms who used emails. This

was followed by communication with customers (3928d communication among employees
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13.1%. Among those who used websites, the funaifanarketing and advertising was reported by
83.1% of the businesses. Even more essential veagrtvision of information about the company

for 86.3% of the respondents.

The majority (96.4% ) of respondents who used ttermet believed that there were benefits to doing
business over the internet. Approximately 51.8%thef businesses thought that the internet was
efficient in providing information on inputs andpgliers. Enabling Staff to work more efficiently
was a major benefit for 40.3% of the responde@ther notable benefits were increase in customers
and sales (26.4%); increased quality of customevicee (31.2%); and targeting of individual

customers (26.4%).

5.6 Telecommunication Sector Review

In their Annual Telecommunication Sector Review the period ended March 2008 ECTEL
(available atvww.ectel.in} it is reported that “the telecommunication seétothe ECTEL Member
States expanded in terms of both subscribers dhdatames. Despite expansion in these areas, total
revenues were estimated to have fallen some 6%resuét of the continued decline in the fixed line
market. At the end of 2007, the sector was estthad have contributed 10.8% to GDP up from
10.6% in the previous period.

The main highlights of the sector for the reviewiqer

* Voice services remain the main source of revenu¢hfoindustry but revenues from Internet
services record a 20% increase even as overatirsestenue is estimated to have contracted
some 6%.

* The mobile market recorded 16% growth in subscrilgtis three Member States recording
mobile penetration rates in excess of 100%.

* The decline in fixed lines in service stabilized d@ne number of lines in service experienced
modest growth of 2%.

« The mobile market for voice services dominated fixggtvices in terms of revenue
generation, subscribers and outgoing internatidredfic. However, the majority of local
traffic still originated from the fixed network.

« Growth in the market for Internet access outpagedth in the markets for voice as reduced
rates and increased speeds for high speed Int&cness resulted in increased uptake of fixed
broadband service. There is still significant rofon expansion in the market for Internet

access with average penetration registered at 11.6%
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e« The market for mobile Internet access and in pdeicunobile broadband access was
enhanced with the introduction of Enhanced Datesrédr GSM Evolution (EDGE).
e SMS messaging continues to be widely used by cu&tmEwing to its affordability and ease

of use.
Individual telecoms licenseesin & Lucia.
As can be seen in the following Table, notwithstagdthe size of the island, St Lucia enjoys a
relatively good competitive environment in the telms sector with a reasonable number of providers

for the different services.

Telecoms Licenseesin St Lucia

Licence Fixed Public Public Maobile Internet Network | SUBMARINE
networ k telecoms and services Cable
Saint Lucia | Cable & Wireless | Cable & Wireless | Cable & Wireless | Antilles Crossing
Antilles Crossing | Digicel Antilles Crossing | Southern
21st Century Link Technologies| Caribbean Fiber
Telecoms 21st Century
Telecoms

Source: ECTEL/NTRCs - Annual Telecommunication Sector Review

The current state of the Telecoms sector in St Lumidljned in the next table, demonstrates that
internet penetration in St Lucia is 9%. Althoughstfigure nearly doubled over the previous two
years, in coordination with the service provideh® government of St Lucia should consider some
form of incentive to encourage a higher level déinet access in preparation for the introductibn o

new eGovernment services.

Statisticsrelated to Telecommunicationsin St Lucia

Mar-04 Mar-05 Mar-06 Mar-07 Mar-08
Telecommunications $204 $218 $233 $282 $239
Revenues (EC$ Million)
Fixed Line Penetration 30% 26% 24% 24% 24%
Mobile Penetration 60% 63% 64% 88% 99%
Internet Penetration 4% 5% 5% 7% 9%
Local Traffic Originating n.a. n.a. 196 103 173
from a Fixed Line (*)
Local Traffic Originating 51 60 82 124 215
from a Mobile Phone (*)
International Outgoing 24 25 34 32 41
Traffic (*)

* Millions of Minutes
Source: ECTEL/NTRCs - Annual Telecommunication Sector Review
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06. TheCasefor Centralisation of the Government ICT Function

6.1 Central Common Database

Currently a Central Common Database with primaria dd each citizen in St Lucia does not exist.
There are various databases owned by differentiensuch as the National Insurance Corporation
(NIC), the Civil Registry, the Health UHC systemdasthers. The data in each of these databases is
suspect, and not considered clean and uniform. Tingapy source of information about a citizen is
the baptisimal certificate which is paper documssiied by the church. However, a primary defect of
this document is that it does not state the plddeirth, which presents a problem as to whether an
infant was actually born in St Lucia or not. Thesalso the situation whereby the parent can ragiste
the child’s birth without actually naming the chiltihere are also issues of wrong spelling of names

and legibility.

However, the major issue is that there is lackgrsBament between entities (particularly the NIC and
the Civil Registry) as to the ownership of dataj afso the choice of a unique identifier. The N$C i
arguing towards the retention of the existing Ni@nber which is a 6 digit number and also used by
various other entities such as the driving licesggtem, while the Civil Registry wishes to introduc
a 12 digit unique identifier. Presently here issmugle central coordinated effort to create a jaintl
shared common database with clean primary citizga.dPrimary data is considered to include at
least: First and Last Name, Date of Birth, Gendwl Marital Status, Birth Place, Residency and
Nationality. The current situation is creating gthilevel of inconvenience for the citizen. Citizens
have to present a government issued birth ceri&iéar many contacts with different government
departments, e.g. student registration at a sclapplications for exams etc. It is not uncommon for
citizens to ‘buy’ multiple birth certificates frotte Civil Registry. The Registry receives some 400
requests a day for birth certificates. Citizensentivtravel to the capital city, Castries to apiplythe
birth certificate and then return after a few dayollect it in person. This situation has apptyen
become a political hot issue, with articles appeain the local press showing long queues at the

Registry.

The existence of clean primary data in a sharedmatidatabase is a key foundation stone for the
evolution of a strong eGovernment strategy (seeeirt— What is eGovernment). Therefore, it is
highly recommended that a cross-government codidmmaommittee is appointed with the aim of

reaching an agreement for the setting up of a @eGiommon Database with a declared new owner

of the data on behalf of government and to arrha decision about a new unique identifier.
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6.2 Main Agenciesand Smaller Units

Currently there are two main agencies within thesé&oment of St Lucia that provide government-
wide ICT services. These are the Computer Centtenhich reports into the Ministry of Finance and
the Public Sector ICT and eGovernment Unit whichorepinto the Ministry for Public Service. The
roles of these two entities have so far been comgidary.

In addition to these two agencies there are abalt other small units run by an IT
Manager/Administrator which provide IT servicestheir respective departments or entities. These
are:

* Universal Health Care

» Electoral Department

e Ministry of Health

« National Insurance Cooperation

e Ministry of Finance

» Director of Information Service

e Civil Status Registry

* Customs & Excise

e Ministry of Education

e Royal St Lucia Police Force

* Ministry of Social Transformation

Although there is high level of camaraderie betw#enmanagers of the individual units, there does
not seem to be a formal central decision-makinggse on ICT matters across the Government,
coordinating the prioritisation of all projects)aalation of funds, coordinating the architecturel an
software tools used. With the increase in demamdnfechanisation and automation, the current
situation could lead towards the creation of 1Cas&i@e mini data centres, using different technelegi

and processes.
Thus the debate over the establishment of a sirglgalised ICT agency, the head of which would
also act as the Government CIO (ex-officio), raigegstions as to how to manage and develop

information technology and eGovernment projects.

In embarking on a new eGovernment strategy, it Béltome critical that any decision related to ICT

is coordinated and managed as part of the stratébis includes issues such as government
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information technology worker recruitment, retenticand compensation; the establishment of a
Government CIO; and cooperation between ministdepartments and entities, and the central ICT
agency. While eGovernment provides the opportufotygovernment employees to develop new
skills, it also presents the dilemma of hiring aathining skilled information technology workersan
relatively high-demand field. Below-market salaraexl the inability to offer some types of benefits
hinder the government’s ability to attract and iretskilled workers, forcing it to either outsource

certain projects or delay implementation.

Therefore, in addition to the organizational aspettie outcome of the centralisation debate has
implications for the quality and level of suppdtnding, and inter-agency/-department cooperation

that will take place.

6.3 Recommendation regarding the Centralisation of the Government ICT Function

Centralisation of the ICT functionsin one ICT Unit

The Government of St Lucia is an ‘organisation’ w800 employees and serves a base of less than
200,000 customers (the citizens) spread over dgumis area of 620kn(239 sq ml). This, in itself
presents a strong case for centralisation of e®owvent and therefore it is highly recommended that
the ICT requirements of the whole ‘organisatiorg aentralised under the coordinated management
of one central ICT unit. The advantages are:

a) As the number of applications and servers groivawill be important that uniform
technologies are used to reduce the cost of owipeastd cost of licences, training and third
level support agreements.

b) Centralisation of applications will allow forrtialisation of servers resulting in reduction in
costs of energy, licensing of software tools andtlgophysical rack space inside the data
centre.

c) Good qualified senior technical persons arececand in high demand. Centralising such
resources would encourage cross fertilisation @asd and less dependability on single
isolated resources that work in silos.

d) Centralisation will facilitate the introductioof a common eGovernment Architecture and
Interoperability Framework.

e) It will also facilitate the introduction and enfement of ICT policies and procedures to
ensure a higher level of security and dependability

f) As the number of PCs grows across governmeatettvill be a need to rationalise and reduce
the number makes and models of PCs and laptopsenirugovernment with a common

desktop image. This will reduce the cost of owngrsind cost of supporting the dispersed
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community of users. Once PCs are employed as taftsnfar critical business solutions, the
Government of St Lucia should introduce a PC hardwefresh policy to ensure availability

of those solutions/systems and reduce downtimealandost of ownership and support.

Lessons learnt

It is also recommended that the Government of StiadLshould draw on lessons learnt from the
success achieved by Cape Verde and Malta througlseh up of a central ICT unit focused on

efficiency, horizontal integration and focused dety.
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07. Next Steps: New eGovernment Structures

7.1 The St Lucia Strategy

The Government of St Lucia is in the process ofrdiedi National Information and Communication
Technology Policy and Sectoral Strategies which indlude the National ICT Strategic Plan and an

implementation plan.

In addition to the eventual decision on the pref@rstructure for the delivery of the strategy,
recommendations about which are included in the sestion , the Government will need to set up
the following additional structures in supporttbé eGovernment Strategy. The following section

puts forward a number of recommendations in thgaure:

7.2 Recommendationsregarding new eGovernment Structures

It is being recommended that the Government of &tid should set up the following 7 new

structures, to implement and support the new e@uowent strategy:

1. Project Management Office (PMO)

This office should be set up to manage and coomiadlt programs and projects relating to the
eGovernment Strategy, making sure that stakeholders up-to-date, accurate information leading to
improvement in the level of project management iwitBovernment. The head of the PMO should
report directly to the ICT Agency head/Governmen®©@ho will in turn keep the Prime Minister

and the Cabinet and Permanent Secretaries infortihheoprogress of major projects.

2. ICT Policy making and Compliance Office

This office should be set up to draft ICT policiesl atisseminate information about such policies. It
should also perform audits to ensure compliances fimction is now the responsibility of the newly
established eGovernment Taskforce. A compliance gmernance mechanism needs to be put in

place.
3. Information Security Office

This office should be set up to develop, manage immmement the security policy and to verify

compliance. Typical roles and responsibilities are:
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(a) Risk and Control Assessment. To perform the risk assessment of the Governmémttgmation
assets. To recommend controls in light of the vakighreat vs. vulnerability vs. cost.

(b) Threat and Vulnerability Management. To conduct periodic vulnerability assessment lod t
information assets. To analyze the logs of theowarisystems for initiating preventive measures.
This function could be outsourced to an experiermrepany with verifiable track record.

(c) Identity and Access Management Entity. This is needed to ensure that process exist in the
organization for the creation, modification, accewivileges and deletion of user-id and

privileges.

4. Service Management and Service Delivery Entity

This is essentially the role of Computer Centre Litd,order to ensure appropriate availability of th
systems and tools to the Government as a whol&heandividual internal clients, i.e., the public
service employees and the external clients — ttieens of St Lucia. As the collection of revenue
moves online, high availability of the systems viiBcome critical as otherwise the Government'’s
revenue through the IRD, VAT and Customs systemisbwiput a risk.

5. Sourcing and Procurement Unit

This should be a small specialised unit that is aesible for the development of RFPs, contract
management from the commercial point of view angpiar management. Care should be taken not
to confuse this unit with the role of the GoverninBepartment of Contracts. ICT contracting is very
complex and will require the building of intelleatucapital to be able to define and negotiate solid
Service Management contracts with suppliers andi@etevel agreements that deliver real value to

the client.

6. Quality Assurance Procedures

Qualtiy assurance procedures should be put in ptageiarantee a level of quality for the end client
to ensure the delivery of quality work and systdhest conforms to the original the requirements,
specifications and design documents, and to ascehat the process does not sacrifice qualityhan t

name of completed objectives.

7. Change Management Office

The role of change management should also encompabkigh element of business process
reengineering. Prior to the implementation of amyrsystem, the change management team will
need to evaluate changes in the current processebminate unnecessary steps, redundant processes
and repetition. The role would also record lesdeast from each major and mini project and those
lessons learned are reused where appropriate onpng@cts. A major part of this role is the

definition and execution of a communication plan éach and every project and phase, to keep the
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stakeholders informed in a formalised manner asd ®alin buy-in from each respective entity. This
role already exists within the eGoverment Unit, ethwill need to be formalised and expanded as the

number of projects increase.
The structures and functions described above witiilty start with each role being managed by a

single qualified individual, however, these rolafi should be expected to grow and mature intogunit

to support the whole ICT infrastructure and serdebvery within the Public Service.
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08. Conclusion

This report contains a number of recommendationardigg (a) the urgent need to set up a Central
Common Database for the further development of e@owuent on this small island state (b) the
centralisation of the ICT function of the Governmef St Lucia and (c) the setting up of new

structures associated with eGovernment.

As mentioned in the Foreword to this report, therent attitude by all concerned towards
eGovernment is highly positive. Once the new SgiatdPlan is published and disseminated,
consultation meetings should be arranged to redeiwe back from public service stakeholders and
the business community representatives. The next wbuld be to identify champions within the
various entities to act as client representatiesl to receive and communicate feedback as the

project progresses.

With the further development of ICT and as new migjare rolled out, by default, the Government
will become a flagship customer for the best andtnimanovative IT suppliers. Within this context,
the Government should aim at becoming a world cl@spurchaser, delivering to the citizens and

public service employees, reliable services thigrdhe best value for the taxpayer.
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Annex 1: The Project

Project Identity:
Name: Development of eGovernment In St Lucia
Ref. No: TP SLU 01

Beneficiary Institution
Ministry of the Public Service Stanislaus Jame#dig, Castries, Tel: 1758-468-2203; Fax; 1-758-
453-1305, Emailpdalsou@gosl.gov.lc

The Service Provider
Malta Information Technology Agency (MITA — formerkpnow as Malta Information Technology

and Training Services Ltd), Malta

Activities and deliverables

The project consisted of two main activities, namely

(a) the drawing up of a technical report, in cotaidn with the St Lucia Ministry of the Public
Service, containing a review of the readinesstdfuia in the area of eGovernment with regard to
the backbone and hardware infrastructure as wetisigutional aspects, suggesting the way forward
on these matters.

(b) training conducted by the Malta Information Teclogy Agency for officials at senior

management level, in the public sector of St Lucia.

Project Leader of the Service Provider
Mr Emanuel Darmanin, Malta Information Technologgehcy, Gattard House, National Road
Blata-l-Bajda HMR 9010, Malta; Tel: +356 259921 F&x: +356 2123 4701; Email:

emanuel.m.darmanin@gov.mt

Responsibilities: Located in Malta and responsible for monitoring skevices offered by MITA,
including the services of the TA. He will liaise tithe Project Leader in St Lucia. He will draw up a
progamme for the 5 day training visit by 2 SL Lucpublic officials to be trained and is to issue an
invitation for the public officials to MITA in Makt. He is to ensure that accommodation and logistics

for the visit of the trainees are as required. Heliaise with the BS-PL and BS-PM in this regard.

The Technical Advisor (TA):
Mr Alex Attard, Malta Information Technology Agendg@attard House, National Road
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Blata-I-Bajda HMR 9010, Malta. Tel No : (356) 212814; Fax No : (356) 2123 4701; Email:

alex.attard@gov.mt

Responsibilities: The TA is expected to provide expertise in the aséaGovernment and the
implementation thereof. He will conduct an e-reads assessment, in terms of strategy, human

resources and hardware in St Lucia and write a teahreport on this subject .

St Lucia Ministry of Public Service Focal Point:
Mr. Philip Dalsou, Permanent Secretary, Ministhyhe Public Service, Human Resource
Development, Castries, St Lucia, Tel: 758-285-656&%ik pdalsou@gosl.gov.Ic

Project Leader of the Beneficiary Institution:
Mr. Daune Louisy, Deputy Permanent Secretary, Ntipisf the Public Service, Human Resource

Development, Castries, St Lucia, Tel: 758-285-2810alt dlouisy@gosl.gov.Ic

Responsibilities: Appointed by the Ministry of Public Service oflSicia to monitor the progress of

the Project on behalf of St Lucia.

Project Manager:
Mr. Marlon Narcisse Director eGovernment, GovernhadrSt Lucia. Tel: 758-451-7681, Email:

director@ict.gov.lc

Responsibilities: Appointed by the Ministry of the Public Servicertmnage the Project on behalf of
St Lucia, and to act as counterpart to the Twinrdgisor. He will draw up a progamme for the 5
day visit by the TA and issue an invitation for #sgert to visit St Lucia. He is to ensure that @ffic

space and related facilities for the visiting exgee as required for the task.
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Annex 2: Visit to St Lucia by Technical Advisor (TA)

The Technical Advisor (TA) for the project and autlodrthis report, was Mr Alex Attard, former
Chief Executive Officer of the Malta Information Tewlogy Agency, who was engaged by the
Service Provider (SP), namely the Malta Informati@thnology Agency. The visit by the TA took
place between January 18 and 23, 2009. The dirsoti with the TA was Mr Marlon Narcisse,
Director of the Public Sector ICT & eGovernment Uwithich falls under the Ministry of Public
Service of St Lucia. The offices of the eGovernnignit are situated in Castries at 4 Bridge Street.
Mr Richmond Felix was assigned as coordinator dutime TA’s visit and was responsible for
coordinating the agenda for the whole week andnging meetings with the various entities. Mr.
Felix accompanied the TA at all the meetings anéfbd the TA before each meeting about the
profile of the persons that would be in attendasmiceach meeting and background of the particular
entity.

Due to the exigencies of the executives being wate of the meetings had to be rescheduled,
however by the end of the week all the planned imgetwere held. Planned meetings with Antilles
Crossing, a telcoms service provider and the BahkStoLucia were not held due to several
postponements; however, the unavailability of themesons did not diminish the value of the overall

visit.

The following is the final schedule of all the megs held during the visit:

1. Schedule of Meetingsin St Lucia

Monday Tuesday Wednesday Thursday Friday
January 19" January 20" January 21% January 22" January 23
M orning Morning Morning Morning Morning
9:00am to
10:30pm 9:00am to 9:00am to 9:00am to 8:00am to 9:00am
Meeting with 10:30pm 12:30pm 11:30am Chamber of
Project Monitoring| Ministry of **Launch of Finance, Inland | Commerce
Committee and Education the Revenue, Brian Louisy
E-Government Ron Isaac development of | Customs, (Executive
Taskforce the National Computer Director)
Information and | Center Ltd
Communication | Desmond
Technology Astwood, 9:30am to
(ICT) Policy Kerbyn Tobias, | 12:30pm
and Sectoral Terrence Wrap-up: E-
Strategies ** Ferguson, Government Unit
Roddy
Dolphins Alcindor
11:00am tc Conference
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11:00am to 12:30pm Centre, Bay 12:00 to 1:00pm | 11:30am to
12:30pm ECTEL/NTRC Gardens Beach | Permanent 1:00pm
Police/lmmigration| Embert Charles Resort Secretary for Bank of Saint
Supt. Paul Lionel Public Service | Lucia
Lyndon Arnold
(meeting

cancelled by the
Bank)

Afternoon Afternoon Afternoon Afternoon
2:00pm to 4:00pm
Consolidated 2:00pm to 2:00pm to 4:00pm 2:00pm to
Foods 4:00pm Ministry of Health | 4:00pm
Joanna Justin Electoral Dwight Calixte/ Cable & Wireless
Robert Thomas Department Winsbert Joseph | Clarence

Carson Raggie Darnville Nelson | Griffith

Peter Clarke

Civil Registry

Esther

Braithwaite

Franklin

Chandler

On Wednesday January 21, the TA was invited tondttide launch of the development of the
National Information and Communication Technologgli€ and Sectoral Strategies by the Hon
Lenard Montoute, Minister for Social Transformatio®ublic Service, Human Resource

Development, Youth and Sports. Hon Montoute adéidse audience and described the purpose of

the initiatives being launched, the objectives deliverables.

The event was also addressed by the Hon Kennedya&ivayh, Minister of Public Administration of
the Republic of Trinidad and Tobago. Hon Swaratsidgiscribed his country’s experience and
lessons learned with the implementation of tfastforward” National ICT strategy. Hon Swaratsingh
is also the President of the Caribbean Telecommatinits Union (CTU). The event was attended by

officers from the public service including seveParmanent Secretaries.

In accordance with the terms of reference of thareat for the twinning project funded by the Small
States Network for Economic Development (SSNEDJ, Nhnistry for Public Service established the
Project Monitoring Committee (PMC) composed asofoh:

Philip Dalsou, Ministry Focal Point, Permanent $¢ary, Ministry for Public Service

Daune Louisy, Project Leader / Deputy Permanente®agy, Ministry for Public Service

Marlon Narcisse, Project Manager / Director eGowent Unit

Richmond Felix, Representative from the Public &ect
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Brian Louisy or assigned alternate, represmetfitom Chamber of Commerce / Stakeholder

The PMC also established an eGovernment Taskforcgstimg of representatives from the major
stakeholders from the respective government depgatsrand entities, consisting of the following

persons:

Philip Dalsou
Marlon Narcisse
Richmond Felix
Liota Charlemagne
Aloysius Burke
Brian Clarke
Danville Nelson
Desmond Astwood
Desmond Dujon Henry
Isaac Anthony
Kervyn Tobias
Richard Alfred
Terrance Fergerson
Franklin Chandler
Roddy Alcindor

Ron Isaac

Paul Lionel

Shane Maxwell

Permanent Secretary, Ministry of RuBkervice
Director, E-Government Unit
Website Developer, E-Government &oj
Information Systems Manager, E-@owent Unit
IS Manager, Universal Health Care
Systems Network Administrator, Eleatddepartment
Systems Administrator, Ministrytééalth
General Manager, Computer Centte Lt
Computer Systems ManagerpNailtinsurance Cooperation
Permanent Secretary, Ministry of faea
IT Manager, Ministry of Finance
Webmaster & Network Administratorl®
Project Manager, Inland Reverpamment
Systems Administrator, Civil 8&Registry
IT Manager, Customs & Excise
IT Manager, Ministry of Education
Superintendent, Royal St Lucia PolicecEo

IT Manager, Ministry of Social Trarrsf@ation
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Annex 3: What is eGovernment

E-government involves using information technolognd especially the Internet, to improve the

delivery of services to citizens, businesses, ah@rogovernment agencies. It has the potential to
more directly connect the government with its €itig in a manner that opens new opportunities while
also raising new challenges. E-government enalifizers to interact and receive services from the

government 24 hours a day, seven days a week.

The Gartner Group summarizes eGovernment as “théncous optimization of service delivery,

constituency participation, and governance by fansing internal and external relationships through

technology, the Internet, and new media”.

Stages of eGover nment

eGovernment expansion and adoption is generally aga four-step process:

11

. eGovernment Evolution: Four Critical Stages

Delivery value to citizens

Web Presence
Agency websites
provide citizens with
information on rules
and procedures.

Limited
interactions
Intranets link
departments that
allow for e-mail

contact, access to
online databases
and downloadable
forms.

Transactions
Electronic delivery
of services with
some or all stages
automated.
Applications include
issue of certificates
and renewal of
licences

Transformation
Joined-up
government. All
stages of
transactions
including payments
are electronic.
Applications include
government portals.
New models of
service delivery with
public-private
partnerships.

1 Gartner Dataquest, November 2000

Complexity of implementation and technology
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Web Presence Phase

The first stage of development of eGovernment ise$tablishment of a placeholder for delivering
information in the future. It is essentially thebfioation and passive presentation on the Web of
general static information on government operatims services; rules and procedures such as hours
of operation, mailing address, and/or phone numhbmrshas no interactive capabilities. This phase
represents the simplest and least expensive estiatw eGovernment, but it also offers the fewest
options for citizens.

I nter action Phase

The second stage is interaction. Such basic Weblalpodontaining online forms, requests for
proposals and opinion surveys on critical issuesntdrest and are designed to help the customer
avoid a trip to an office or make a phone call lgkmng commonly requested information and forms
available online. Efforts of these types of portate still limited in their ability to streamline @n
automate government functions. Interactions aratively simple and generally revolve around
information provision. The national government'si@él site serves as an entry point with links to
pages of other branches of government and may daclmstructions for obtaining services,
downloadable forms to be printed and mailed backrt@agency, or perhaps e-mail contact to respond

to simple questions.

Transaction Phase

The third stage in the evolution of eGovernmentatiites is transaction and includes complete and
secure online setting like in eCommerce sites weitlthentication and digital signatures. These
initiatives are more complex and embody the typésadtivities popularly associated with
eGovernment. They enable citizens to complete entisks electronically. These initiatives
effectively create self-service operations for gasich as license renewals, paying taxes anddeds,
submitting bids for procurement contracts. Althotlgh level of interactivity is of a higher magnitud
than second stage initiatives, the activities stitblve a flow of information that is primarily erway
(either to government or to the client). The eleair responses are generally highly regularized and
create predictable outcomes; e.g., approving adieeenewal, creating a receipt, acknowledging a
bid.
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Transformation Phase:

The highest order of evolution for eGovernment atities is transformation. Initiatives at this level

utilize the full capabilities of the technology tansform how government functions are conceived,
organized, and executed. Citizens and businessegeraonalize or customize a national portal. This
portal becomes a unique showcase of all the govemtahservices available in the relevant area of
interest. The needs of different constituencies taee main criteria for portal design and access
(government structure and functions are only seapndriteria). The portal allows secure electronic
payments to be made, facilitating transactions ssctaxes, fines, and services payments.
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