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Introduction
According to Seychelles forthcoming National Development Strategy, ICT development
plays a key role in furthering government efficiency vis-à-vis citizens and businesses. At
the core of the public sector modernization reforms put forward by the strategy, are continued reforms and investments to support the development of digital government services.
In a similar vein, as highlighted by the Department of ICT (DICT)1 Institutional Strategic
Plan (2018-2022), the development of digital government services is equally aligned with
the country’s ongoing reforms on results-based management (RBM). Ultimately, this development provides the information architecture to support decision-making, through data
analytics solutions and measurement of public service performance.
Digital government platforms are also a key element to support the Seychellois recent adhesion to the Open Government Partnership (OGP). A multilateral effort that brings together
public sector reformers and civil society leaders, the OGP seeks to promote more inclusive,
responsive and accountable governments. In this respect, as demonstrated by other OGP
member-countries, digital government platforms play an essential role towards the promotion of open government reforms. These include, for instance, the use of digital platforms to
support the implementation of freedom of information legislation, and citizen engagement
(civic tech) processes.
Digital government platforms also play an essential role given the Seychellois characteristics as a small state and an archipelago. First, by lowering the number of people necessary
to handle government procedures, the digitalization of services supports the government’s
coping with a limited workforce availability. Second, it may promote a more inclusive access
to public services, particularly to populations who are in remote areas and islands across the
Seychellois territory.
Bearing these considerations in mind, and given the clear aspirations of the Government
of Seychelles towards improving its services through digital means, this report provides an
analysis of the current use of digital technologies in the public sector, and offers a set of
recommendations for more effective use in future. The first section of this report provides
context to the state of the Seychellois digital government, and highlights the importance of
changes on the way that states currently provide digital services. The second section briefly describes the methodology used in this report. The third section, looks at the strengths,
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1 DICT is the Government institution responsible for regulating the broadcasting and telecommunication sector
of Seychelles in accordance with the Broadcasting and Telecommunication Act, 2000 (Act 2 of 2000). DICT is also
responsible for the implementation of E-Government in Seychelles and serves as the principal technical IT outfit
of Government (i.e. the Government CIO & IT department).

weaknesses, opportunities and threats that shape the Seychelles ability to successfully use
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digital technologies in government. The report then proceeds to a set of recommendations
to the Seychellois government. The final section underlines immediate suggestions to the
government on how to get started with the implementation of recommendations.

Context
According to the United Nations e-Government Development Index (EGDI), Seychelles figures
among the top six countries in Africa with relatively high performance in digital government.
In a similar vein, only four countries (Mauritius, South Africa, Tunisia and Seychelles) are in
the top fiftieth percentile along with countries that have EGDIs above the world average.

Yet, the metrics often used to understand governments’ use of ICTs do not adequately capture the nature of the actions and interactions that are involved in the use of new technologies. This data, whilst helpful, conceals a more human story, a story of what it is like to be a
citizen living in a modern state.
The world is now full of digitally-enabled services. From Google Maps to Tripadvisor, to
AirSeychelles.com, the vast majority of the public now regularly uses digitally-enabled tools
to solve problems or seize opportunities in ways that are fundamentally different to the way
those problems were solved just twenty five years ago. As these services have become widespread, the public’s expectation of what is ‘normal’ has shifted. It is now normal for citizens
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to get their news on a phone, rather than reading it in a newspaper. It is normal to plan and

arrange leisure trips and holidays through a variety of online tools, without ever speaking to
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another human.
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The speed at which the meaning of ‘normal’ has changed is challenging for institutions, especially those that are not habituated to changing their services and ways of working rapidly.
But keeping up with people’s expectations of ‘normal’ is extraordinarily important for organisations that wish to have vibrant futures: when people feel that a service is not ‘normal’,
it is very easy to conclude that the institutions that offers the service must be ‘broken’ or ‘not
fit for purpose’.
No government wishes to end up in a situation where its citizens conclude that the services
and experiences that are offered are ‘less good than expected’. Not only does this represent a
failure of service delivery, it is likely to undermine trust in government itself. It is therefore
vital that the Government of Seychelles takes a variety of steps to make sure that the services
it offer meet, and, where possible, exceed, the public’s expectations of what it will be like to
interact with us.
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Methodology
The authors of this report conducted a series of interviews with government staff and private sector actors. To make answers across stakeholders comparable, the authors used
semi-structured interviews. The focus of the interviews was on the current uses of technology by the government, and on its aspirations for the future. Interviewees included representatives from the following institutions:
Office of the President of the Republic

Social Protection Agency

DICT

Seychelles Postal Services

Economic Planning Department

National Tender Board

Seychelles Planning Authority

Ministry of Education

Seychelles Revenue Commission

Department of Business Entrepreneurship

Business Register

Department of Investment

Seychelles Licensing Authority

Seychelles Chamber of Commerce and Industry

Department of Immigration and Civil Status

Seychelles Bar Association

Seychelles Investment Board

Kokonet

Seychelles Central Bank

National Institute of Science, Technology and
Innovation

The authors also held numerous conversations with members of the general population.
These conversations, less formal and structured than the interviews with the government,
were meant to capture citizens’ nuanced experience as users of public services.
Complementary to these interviews, the authors conducted desktop research and analysis of
official documentation provided by the government. Part of the desktop analysis was dedicated to a rapid assessment of the user experience of digital services provided by the government, in an attempt to assess–although superficially–the standard “user journey” of digitalized public content and services.
Building on the data collected, the authors conducted a SWOT analysis, in order to identify
the strengths, weaknesses, opportunities and threats related to the improvement of digital
government services in the Seychelles. This analysis provides the insights that inform the
recommendations and next steps included in the concluding sections of the report.
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SWOT Analysis
STRENGTHS
WEAKNESSES
OPPORTUNITIES
THREATS

STRENGTHS
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Digital technologies are being widely used. The great majority of key government services
do use at least one digital system to enable their delivery. There are very few services that are
entirely paper-dependent. The systems that are used are normally database-driven applications that allow public servants to process and award applications of various kinds, from
building permits to customs slips. This baseline is what helps Seychelles feature towards the
top of the United Nations e-Government Development Index, for African countries.
There is a fundamental core of in-house technical capacity. The systems deployed within
government ministries have most often been built in house by specialists at the Department
of Information and Communication Technology (DICT). One key strength of the Government
of Seychelles is that it has DICT represents a solid foundation for future development. It is an
advantage that the government has over others that do not have such a core to build upon.
The National Identity Numbers system. Unlike many countries, Seychelles has a comprehensive identity database, with cards that are widely used and widely held. Wide use of and
public support for such a system is a key asset for making easy-to-use systems in future.
There is a considerable amount of other government data that is already digitised. Many
nations face an extensive process of migrating basic administrative data from paper into databases. Due to the number of digitally enabled internal systems, much of this data has already
been digitised and structured. Whilst this was done to help deliver individual services, it is an
advantage since it creates a potentially wider platform of data to build other services upon.

WEAKNESSES
An inward-looking service design culture. Whereas performing digital services can only be
delivered by organisations that focus relentlessly on understanding and empathising with
the users, the standard working style of many departments is best described as inward-looking. The focus on internal stakeholders, especially ‘key decision-makers’ has led to an expectation that new projects will be delivered for and judged by internal decision makers, not
citizens and businesses. This leads to a disproportionate focus on the development of digital
solutions to address internal needs–or internal perceptions of external needs–whose linkage to the provision of better public services is often unclear or unachieved.
Not enough data is being captured on usage of and satisfaction with government services. The government has limited capacity to identify and prioritize digital solutions that
would best serve citizens and businesses. There is a notable absence of good quality data to

9

signal if there is a real problem with a service from an end-user perspective, or which ser-

Digital Government in Seychelles | Analysis and Recommendations Draft Version

vices–once streamlined and digitalized–would best address users’ needs. The last survey2
conducted to explore this question–although focused on satisfaction only–was done several
years ago, and suffered from methodological weaknesses. There is a significant knowledge
gap between the governments’ own assessment of what services are a priority and service
users’ everyday experience, which may be concealing problems and opportunities that are
salient to Seychellois citizens and businesses.
Too many services require citizens to make physical trips and fill in paper forms. Whilst
most government services do use digital systems to help them operate, the standard experience for citizens remains a mixture of paper forms and face-to-face meetings. The technology that does exist is mainly used by public servants, who then supply services to the public.
This intermediation between citizens and the services they are trying to access slows access
to systems and makes more travel required.
Online services exist, but have not been designed around user needs. It is possible to apply
for a range of key government services online, such as the registration of a new business.
However the user experience of these services is often poor quality, which is contributing to
an overall very low take-up of digital services by the public. As highlighted above, one particular problem is the lack of customer journeys that can be started and completed entirely
online (end-to-end). Too many services allow citizens to start online, but then end up with a
physical trip to a government office, and submissions of paper forms.
The low offer of end-to-end services can be partially attributed to two factors: digital payments and digital signatures. Several government services (e.g. taxes, business registration)
require payments or signatures. However, the absence of platforms that allow for users to
easily pay or sign online, constitute a hurdle for the further development of an important
number of services.3
The limited end-to-end digitalization of processes associated with challenges in user-centricity has led to a low uptake of digital services. For instance, out of 13 digital services provided by the government, only three of them has an uptake above 50%. Amongst the ten
remaining services, the average uptake is 3.2% points, with five of them with zero uptake, as
illustrated below:

2 “Public Service Delivery Survey 2014”, published by National Bureau of Statistics in collaboration with the
Department of Public Administration (January 2015).
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3 It should be noted however that the team has been unable to get official data on: i) the exact number of services
that require payments and/or signatures, and ii) whether these requirements – particularly signatures – are the
fruit of legal requirements and, if so, fit-for-purpose vis-à-vis due diligence and security requirements.
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The lack of high quality digitalized services is costing Seychelles citizens and government
unnecessary time and resources. There are some key public services that are currently primarily obtained by visiting offices in person. Where these services are used by a lot of citizens the time consumed could have a real impact on the economy. For example, we estimate
that each year up to 155 working years are lost in travel and queuing time to pay for gas and
electricity. This one example could be as much as 0.3% of the working time consumed within
the entire economy. In a similar vein, about 1500 paper landing cards are daily typed-up by
immigration officers.4
Limited attention is given to the provision of information as a public service in itself. One
of the most basic functions of digital government platforms is to provide actionable information concerning routine interaction with public services. Nevertheless, if most Seychellois
public services require some type of in-person interaction, limited information related to
these interactions are provided online to public service users (e.g. steps and documentation
required, offices opening hours). This leads to a “skipping stages” pattern of provision of
digital services, in which online transactions with governments are the focus of attention,
prior to the appropriate provision of online information.
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4 The time-savings that could be enabled with passport control procedures (kiosks) is estimated to range between 33% and 45%.
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ILLUSTRATIVE STAGES OF DIGITAL GOVERNMENT SERVICES PROVISION

Personalization

Transaction

Two way interaction

One way interaction

Information

OPPORTUNITIES
Allowing citizens to pay for more services online. As underlined earlier, one current complaint heard from service users is that they sometimes start online, with the user filling in
information electronically in their own home. However, before the process is over, it turns
out that the citizen then often has to carry out a physical trip to a government office or a
bank to make a payment. Integrating payment systems smoothly into the online user journey would prevent these trips, and reduce manual workloads within government and banks.
The government has already taken steps towards making payments for services more widespread, which brings to the issue of digital identification.
Offering citizens a useful digital identity service. With a high quality national identity register already in place, Seychelles is well placed to develop a digital identity system that could
be used to a) make online transactions quicker and easier and b) facilitate the growth in new
digital businesses and c) help to reduce fraud and waste. Without a digital identity system,
the digital payments system that is already underway will only be able to partly smooth user
journeys and the quality of digitally enabled services.
Obtaining clarity about relative service improvement priorities for decision-makers. Currently, it is hard to know which services, if upgraded, would create the most new value for
citizens, visitors and businesses. More data and user research about experiences and failure
rates would help the Government to prioritise resource allocation.
Giving citizens more usable, attractive online public services. Intensive bursts of user re-
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search and design-focused development will enable major steps forward in the usability and

quality of key online services. These will almost certainly boost uptake of services, and ulti-
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mately will start to enable cost savings as usage of old channels fail, and they can be scaled
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down or eliminated entirely.
Seize ‘low hanging fruit’. Not every digital service transformation project has to be complex
and time-consuming to offer real value to the public. Relatively simpler exercises, such as
alerting citizens to services and benefits that they may not be aware they are eligible for, may
create major rewards for citizens and governments alike. In a similar vein, providing easyto-find information about offline public services may address a sizeable and unidentified
demand, particularly while services are not digitalized end-to-end.

THREATS
Security. All ICT systems are at risk of compromising incidents, driven both from without
and within. This threat is exacerbated by a lack of security investment, especially in regular
penetration testing.
Too many simultaneous ICT projects with too few resources threatens Seychelles digital reputation, and threatens backlash from the public. DICT currently has over 40 distinct
projects it is supposed to deliver for government departments in 2019, with only 15 staff. This
ratio, of roughly one technical specialist per two projects, is so far off the international norm
that it is contributing substantially to the low quality of online services, and their low usage
by citizens and businesses–along with an ever growing dissatisfaction of internal government “clients” of DICT. If the Government of Seychelles cannot start to prioritise projects,
putting more resources into fewer, carefully prioritised projects, the overall low quality will
eat away at key metrics like ease of doing business, and public confidence in government.

Recommendations
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RECOMMENDATION 1

CHANGE DICT’S REMIT TO FOCUS ON CITIZEN-CENTRIC
SERVICES
Government services, such as business registration, will not become dramatically more attractive, usable and efficient unless there is a forceful push owned and driven by a specific
part of government. Simultaneously, the imminent creation of a separate ICT regulator creates the space for deeper DICT reforms that strengthen its capacity to delivery user-centric
digital government services. It is recommended that this push is driven by a renewed DICT,
with a changed remit, new powers, and greater capacity to deliver. The new remit should be
framed in terms of giving citizens and businesses great quality services, rather than serving
internal demands within government.
For illustrative purposes, one possible wording of a new remit could be, “To ensure that people living in or visiting Seychelles have access to public services that meet their needs, and
their expectations”.

RATIONALE FOR REMIT CHANGE
Departments that have been delivering services in a certain way for a long period of time tend
to find it difficult to rapidly make changes to the way they work, especially without external
stimulus.
The current development approach from departments is expert-driven: individual domain
specialists within departments decide on required services, and then commission DICT to
build systems to enable them. There is a substantial gap between this way of working an user-driven, design-led iterative development, which requires substantial investment of time
and skills in understanding user needs, followed by an iterative process of building better
and better prototypes until customers report real satisfaction.
To bridge this gap, it is recommended that the government focuses on a small number of
exemplar projects which show how service design and delivery can be done, using a combination of modern skills and modern technology. These exemplars can then be used to build
skills in other departments, and more important, change expectations about what normal
ways of working are.
The only realistic way of getting a small number of exemplar projects up and running in a
timely fashion is to have them driven from a single team that has the right values, and the
right skills.

15

DETAILS OF REMIT CHANGE
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DICT should be given a new remit that is strong and clear, but sufficiently brief that it can
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be widely shared and well understood across government. We therefore recommend a remit
that has just a few parts:
1 – A clear mission, such as:
“DICT ensures that people living in or visiting Seychelles have access to public services that
meet their needs, and their expectations”.
To give some examples from other countries:
“The Canadian Digital Service is focused first and foremost on delivery: building simple, easy
to use services directly with federal departments.”–Canada
“At the Digital Transformation Agency, we help government improve digital services to
make them simple, clear and fast.”–Australia.
“18F partners with agencies to improve the user experience of government.”–USA
2 – An unambiguous power and responsibility to work with decision-makers in multiple departments to pick shared priorities for the year ahead, included a shared understanding of
projects that will have to be delayed or cancelled. This is because without a substantive injection of new resources, DICT simply cannot deliver all the requirements given it by other
departments whilst focusing on citizen-centric service delivery. In this perspective, some
projects must be delayed, outsourced or cancelled entirely, so that those that matter most to
citizens can be delivered to meet citizens’ expectations.
3 – A Ministry of Finance backed power to veto spending on technology projects by other departments and ministries.5 This is to prevent departments from procuring technologies that
are not likely to meet users needs, or that create other problems such as proprietary vendor
lock-in.

5 Leading digital government countries have given their senior digital leaders delegated powers to control or
stop spending across departments, in the name of efficiency and quality. This is the case, for instance, for Estonia,
United States and United Kingdom. Details on the UK process can be found here.

4 – A mandate to gather and analyse data on the relative priority of services that need over-
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hauling. Currently there is no formal mechanism to know that Service X is causing more
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problems for people and businesses than Service Y. By building a permanent research capacity, DICT will be able to learn which service improvements will yield the greatest value for
Seychellois individuals and citizens,and will be able to share that knowledge with ministries
and the public.

RECOMMENDATION 2
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SUBSTANTIALLY INCREASE DICT’S SKILLS AND CAPACITY.
Good quality, digitally enabled services that people like to use cannot be built by single individuals working on several projects at once. As is extensively documented, good services can
only be built by teams of individuals who have different but complementary skills, working
together in carefully coordinated and iterative ways.6
Currently DICT delivers more projects every year than it has members of staff, with over 40
projects in the current build pipeline, but fewer than 20 technical specialists to deliver them.
This means the ratio of projects:people is around 2:1. Best practice from other countries suggest this should be closer to 1:3 or even 1:10. The current ratio–2:1 -needs to be changed,
which can only be achieved by two mechanisms:
- Reducing the total number of projects worked on every year
- Increasing the total staff7
Because budget and labour market talent are finite, we suggest that DICT follows both of
these options–cutting yearly project counts and simultaneously increasing the number and
diversity of specialists working on them.

POSSIBLE STAFF ALLOCATIONS AND RATIOS PER PROJECT
It is suggested that each project that DICT wishes to deliver at an acceptable quality has at
least 6 months uninterrupted full time availability of:
A product owner/manager
A senior software developer
A senior designer
A domain knowledge specialist borrowed from the department being supported

6
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See, for instance, When The Strategy is Delivery (Greenway et al. 2019).

7 This means directly employing public servants who have skills not only on computer programming, but in
other core areas such as digital design, agile project management, user research and testing. Beyond improving the
quality of digital services delivered, such approach has the benefit to strengthen DICT’s ability to deal with wider
digital policy questions – including when to outsource or not technological development, exploring the tradeoffs
associated with each option. Such approach should also foster the development of data and webservices for third
party applications, crowding-in private sector investment and strengthening the local digital economy.

If DICT aims to deliver 10 quality projects within a 12 month period it should have a total staff
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of at least 20, calculated as:
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Calculation: 10 projects x 4 person teams x 0.5 (for 6 out of 12 months) = 20 people.
If DICT aims to deliver as many projects as it does now (over 40), in a single year, it would
need a much greater number still, namely 80 people.
Calculation: 40 projects x 4 person teams x 0.5 = 80 people.
Given the current budget of DICT, and given the size of the entire Seychelles technical specialist population, we recommend working hard to limit the number of simultaneous projects, at least for the first year.
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RECOMMENDATION 3

PICK A SMALL NUMBER OF EXEMPLAR PROJECTS AND START
TO DELIVER THEM IN A NEW WAY.
One of the recurrent issues on public sector (and digital) reforms refers to the difficulties
associated with changes in the way services are delivered. Consequently, it is predictable that
parts of the wider government outside DICT will almost certainly not see or understand the
rationale for working differently, or the rationale for DICT’s new remit, until it is shown the
superior outputs of this new approach.
It is therefore important that DICT is able to start to deliver visibly superior outputs as soon
as possible. In order to do this it should select a very small number of exemplar projects
which it can start to work on as soon as the relevant skills are assembled. The ideal exemplar
projects share certain properties:
They relieve an annoyance or a problem for a high number of service users, an annoyance
which any reasonably minded observer can empathise with.
They reveal user behaviours or expectations that were not previously known or understood by government, but that are important to people.
They are fundamentally quick to fix, or at least to improve upon the status quo.
Initial exemplar projects should be chosen after a time-limited period of user research and
data analysis. This is because whilst the projects must be user-driven, the time required to
examine and weigh up feedback across all public services is far too great to allow for swift
action, and clear, visible delivery.
To illustrate potential projects based on a limited research carried out by the authors, possible contenders could include:
Opening times of popular services–knowing when the medical clinic is or isn’t open is a
regular problem for citizens everywhere.
Access to bus timetables–bus transport is critical to Seychellois citizens, but the times of
forthcoming buses cannot easily be called up on the phones that citizens mostly carry with
them.
Booking yearly vehicle testing–all drivers need to get their car tested, smoothing this process will reduce inconvenience right across the country.

20

Smoothing the customer experience for citizens receiving overseas packages through the
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post office–a huge amount of goods are now purchased online, but the experience of get-
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ting them to a home or a business is far from smooth, especially compared to the benchmark experience in other countries.
Paying for gas and electricity–paying for this service is vital and non-optional, and our
calculations suggest that the physical trips are costing the Seychelles citizens and economy and unacceptable amount of forfeit time.
More helpful messages sent to Social Protection Agency’s beneficiaries protection beneficiaries.
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RECOMMENDATION 4
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WRITE AND ADOPT A SET OF PRINCIPLES TO GUIDE PUBLIC
SERVICE OVERHAUL.
Many governments that have taken major steps forward with digitally enabled public services in recent years have, as part of this work, codified their principles and values in simply,
clear, public documents.
These exist in various countries including:
The USA
Canada
Australia
Italy
Overleaf we show two sets of principles, from the governments of the USA and UK.
The primary function of these principles or value statement is to provide an asset within
government to overcome the inertia that can lead to new projects being delivered in the same
way as old ones. They provide a framework for public servants to lean upon, and standards
for the public to reference. They also represent a sign that a government has joined the unofficial club of international governments that are making these kinds of user-focused commitments as statements of intent. This increases the likelihood of accessing more peer support from governments around the world.
Once DICT has increased its capacity, it should develop a set of digital service principles, in
conjunction with colleagues and stakeholders, and publish them both online and offline, as a
form of aide memoire and inspiration.
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The USA
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Fig 1: The statement of values from the United States Digital Service
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The UK
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Fig 2: The UK Government’s Digital Service Design Principles

RECOMMENDATION 5
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MOVE TO A SINGLE DOMAIN
We recommend that the Seychelles government nominates a single web domain as the official ‘Website of the government’ and migrates all citizen-facing services to sit beneath that
domain, with content authored and published on a single web publishing system. In doing
this it would be copying the UK, Argentina, Ontario, and Peru, to name but a few.
Different ministries within the Government currently operate about 30 separate websites,
under about 30 separate contracts with web design agencies.
By moving to a single domain for different ministries, the government could achieve several
positive outcomes in one go.
1 – Citizens should not have to know the structure of government to get services. Whilst
ministries need to arrange the business of government into manageable units for internal
process reasons, there is no positive reason that citizens should have to know about the machinery of government to access services. A single domain would eliminate the need to know
which bit of government provides which service, making services more accessible and increasing their online uptake.
2 – Reduce contract inefficiency. The Seychellois government currently handles 30 contracts for MDAs websites. 30 contract relationships means 30 sets of negotiations, 30 sets
of contracts management, 30 payments. A single publication system that colleagues from
across government could publish content to would be more efficient.
3 – Enforcement of quality standards. Currently there is no mechanism to ensure that a
ministry produces online information or services at a minimally acceptable standard. By
having a unified system, unified quality standards can be adopted, enforced through gateway reviews.
In order to overcome inertia in departments, DICT could be given various powers and incentives, which include:
A budget to dispense to departments to pay for staff whose role would be to update content
on the single domain government website.
Specialist assistance supplied by DICT could help colleagues in other departments to understand the value of publishing.

25

Digital Government in Seychelles | Analysis and Recommendations Draft Version

RECOMMENDATION 6

26

BUILD A FULL DIGITAL IDENTITY SYSTEM ON TOP OF THE
CURRENT DATA
Even organisations with high quality multi-disciplinary teams can struggle to build truly
usable services if citizens have no easy, digital way of proving their identity.
The Government of Seychelles already has an impressively complete pre-digital identity
system that is widely used and understood. Its key limitation is that it cannot be used to
prove a user’s identity when using a digital service online.
We recommend expanding upon the current system so that people have an online variant
of their identity, as well as the traditional card. There are now numerous government-used
identity systems used worldwide, and the Government of Seychelles would have its pick of
pre-tested systems, instead of having to innovate too extensively itself.
This recommendation is different from others in this list in that it would almost certainly
require legislation to bring about, and needs to be accompanied with a review of legislation
and practices around preventing abuse of personal data by individuals with privileged access.
Without a matching identity system, the current investment in online payments will not
yield the returns that the government is hoping. Individuals will be able to pay online, but not
prove their identity, which will quite often lead to them having to continue to visit physical
government offices.
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DEVELOP GUIDELINES AND PRINCIPLES TO HELP WORK OUT
WHERE TO OUTSOURCE, AND THEN DEDICATE A TEAM TO
MIGRATING KEY SYSTEMS THAT WOULD BENEFIT.
Finding the right balance between which parts of a government’s technology estate to keep
in house, and which to out-source is an ongoing and never-ending process.
Instead of carrying out a single review and a single adjustment, the Government of Seychelles
should put in place a facility to constantly review the question, and be in a position to steadily
make changes over time.
This function should be incorporated with DICT, under the guise of a senior technology leader with a remit and a capacity to constantly evaluate.
We do not recommend that services are outsourced or insourced in projects solely dedicated
to this end: that would mean making time-consuming technology changes that would not
have a direct benefit to the public. Instead we recommend that every time a service is built,
upgrade or overhauled, part of the change process is to review which parts need to be inhouse and which are safe to outsource.
We believe it is highly likely, as Seychelles get their second fibre connection to the wider
world, that many services will be built by in-house teams but using an increasing number of
outsourced ‘software as a service’ systems. Again, the right way to make these decisions is
during the overhaul process that is focused on user benefits.

NEXT STEPS
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There are a few immediate next steps we would recommend to the government, if it wishes
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to explore the ideas in this report further:
1 – DICT colleagues, and possibly those of other critical departments are encouraged to start
exchanges with ‘Digital Service’ teams in other countries, such as the US, UK, Canada, Australia, Argentina, Peru, Estonia and Italy.
2 – DICT should make key senior hires for skills that it entirely lacks, such as user research,
content design, interaction design and product management. By heading heads or directors
of this roles, it will both gain immediate delivery capacity, but more important will gain the
ability to plan and recruit successfully.
3 – DICT should develop a short term action plan (6 months) that, in particular, detail how it
will go about redefining its remit, gaining the political support it will require for this remit,
and how it will go about changing its skills mix.
4 – DICT should conduct an Identification Management Systems Assessment, in order to
assess the current identity management infrastructure and single out next steps for the establishment of a nationwide digital identity system.
5 - DICT should use the RBM-RAS survey questionnaire to start building knowledge about
MDAs services (e.g. number of users, frequency of interactions), which would be the first step
towards the elaboration of a government services catalogue.
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