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Website

Making Government
Information Easy to Find

“A government website is not just a
website. It is the first place where
citizens experience government digitally.”




I EVOLUTION
FROM E-GOVERNMENT TO DIGITAL GOVERNMENT

B Traditional &3 Electronic 5 Digital
The physical office model Digitizing existing manual Full integration of technology
focused on manual processes. processes and information. into the service core.
Paper-based workflows Websites for information Online transactions
Physical counter services Static PDF forms Paperless systems
Siloed agency operations Email communications Inter-agency data sharing

FUNDAMENTAL TRANSFORMATION

Digital Government is not merely putting forms online. It is about transforming service delivery, communication, decision
making, and the citizen experience.



I WHAT IS DIGITAL GOVERNMENT?

O
M

People

Empowering the civil
service workforce and
citizens with digital

literacy and engagement.

N

Services

Redesigning public
service delivery to be
seamless, user-centric,
and citizen-first.

Al

Technology

Leveraging modern digital
infrastructure integrated
platforms to deliver
reliable, secure and
efficient digital services.

®

Data

Leveraging analytics and
shared data sets for
proactive and evidence-
based decision making.

MODERN PUBLIC SERVICE

Inclusive Data-Driven

Connected

Convenient




| Government websites = Digital Front Door

i

Information. Services. Transparency.

= 2
Services Your Profile
& Q
Updates Help & FAQs

Welcome to Your Government Portal

=©

SERVICES

Y

! 72 D CONTACTS

@ A website operates 24 hours a day. Even when offices are closed, the website continues serving the public.

Without an effective website, Digital Government cannot deliver its full potential

to the citizens of Sarawak

—_

= Payments
&

)

Download
forms

Announcements

News/
government
programmes



Why Government Websites Matter

= 98%

INTERNET PENETRATION (2025/2026)

4-99.3%

BROADBAND CONNECTIVITY

Z 42%

USERS ONLINE >9 HOURS DAILY

-
i 24/7 Access Expectation

. © citizens expect services to be always -on and
E mobile -ready.

L

MALAYSIA CONNECTIVITY LANDSCAPE (2025)
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Source: MCMC survey 2020 dan Malaysia Digital Research Brief 2025-2026
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KEMENTERIAN EKONOMI
JABATAN PERANGKAAN MALAYSIA

CAPAIAN ICT OLEH ISI RUMAH 2025

CAPAIAN PERALATAN
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camm Siaran TV berbayar 62.0% | 67.1%
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- n Telefon biasa
Telefon talian tetap 27.6% | 27.9% 155% | 16.0%

| (AL )

Telefon pintar
98.2% | 97.9%

PENGGUNAAN PERALATAN

Komputer Lelaki
g 81.5% | 80.7% 98.7%
S 98.4%

-__-Q' Internet
oy [ 98.3% | 98.0%

A\ Perempuan
?i/‘[ Telefon bimbit ] 97.8%

99.6% | 99.5% 97.6%

5 AKTIVITI POPULAR PENGGUNAAN INTERNET

)99.7% )94.8% s 94.6% )89.5% ’) 88.0% <
99.7% ho 94.3% b 93.0% N 86.3% o 90.0% -

) C ¢ ¢

Menyertai platform Memuat turun Mencari maklumat Membuat panggilan Memuat turun
rangkaian sosial gambar, filem, video tentang barangan telefon melalui perisian
atau muzik; bermain atau perkhidmatan Internet/VolP atau aplikasi
atau memuat turun
permainan
Nota. Individu merujuk kepada yang berumur 15 tahun dan ke atas . 2025
Sumber : . 2024

Laporan Survei Penggunaan dan Capaian ICT oleh Individu dan Isi Rumah 2025,
Jabatan Perangkaan Malaysia (DOSM)

Sumber: Laporan Penyiasatan Penggunaan dan Capaian ICT oleh Individu dan Isi Rumah, 2025

Siaran: 23 April 2026; dosm.gov.my



Why Citizens Visit Government Websites

Most visitors are looking for answers.

(D

How do
| apply?

©

| go?

O Who should I contact? -

5

What
documents
are required?

Without a
well-managed
website:

Where do

Canldo
this online?

e People become
= frustrated.

»Qﬁ%ﬁ

J\ Call the
~ office
If answers
are not L=
found within [ — é[ Visit the
a few clicks counter
<
nd
> Send
emails
s & Lose
confidence
Calls and Trustin
walk-in enquiries # government
increase. decreases.



I Digital Government Starts with Information

Its providing:
Accurate Easy Fast Better citizen
information access services experience

e Government websites connect people to digital services.

Apply

Pay

Your request has been
completed successfully.




I Website Management is Everyone's Responsibility

Many people think: “The webmaster manages the website. ” Role Responsibility

. . Prepare accurate
Every department owns the information. Department repare g

] information
Everyone contributes.

Webmaster Publish correctly

b Management Approve information

Department Webmaster

Q Officers Notify updates

Government
Website

ICT ALONE CANNOT ENSURE USEFUL PUBLIC INFORMATION

. Collaboration across the entire stakeholder chain is essential for credibility.
Management Officers



I Every Officer Contributes

You don't need to be an ICT officer.
You can help by:

° Updating information promptly

° Checking accuracy

° Reporting broken links

° Writing clearly

o Thinking from the user's perspective

Digital Government is everyone's responsibility.

P N
il Government of Our Country

Public Services

Accurate information
starts with every department.

_=Q

Corrected Link

Clear Text

Contact Us

Phone: 1234 5678
Email: info@gov.example

Information Updated °




I FIVE PILLARS OF MANAGEMENT

W

GOVERNANCE CONTENT TECHNOLOGY SECURITY IMPROVEMENT
Establishes clear Maintains high- Ensures fast, . Uses data analytics
. . ) Protects sensitive o
ownership, approval quality, accurate, and responsive, and _ _ and citizen feedback
» . . data and builds public _ _
workflows, and citizen-focused integrated digital st for ongoing service
rust.
accountability information. service delivery. iteration.
frameworks.
Accuracy & Relevance Performance & Hosting Trust & Awareness Evidence & Evolution

Structure & Compliance

’,& A government website is never "finished." It is a living service that must evolve with citizen needs.




| PILLAR 1: GOVERNANCE

Governance establishes clear ownership and accountability, ensuring your
website remains a trusted and compliant public service channel.

O
M 4
Strategic Ownership Approval Workflow

. Formalprocesses for
Defines heads

) vetting mformation before
responsible for the

it reaches the public.Who
approves content?

website.

v

Update Cadence

Reviewing and refreshing
agency information. Who
updates info?

o Without an accountable governance cadence , agency websites quickly become outdated

D

Standards Compliance

Ensuring adherence to
Website policy guidelines.




I PILLAR 2: CONTENT

Citizens visit government websites seeking

answers and solutions . High-quality content is the
bridge between agency services and citizen satisfaction.

CURRENT

Information is

updated in real -time.

No expired notices,
outdated procedure,
or obsolete contact
details.

v

ACCURATE

Fact-checked and
verified data. Ensures
citizens receive
correct guidance on
laws and procedures.

Q

RELEVANT

Focused on what
citizens actually
need.

£

CLEAR

Uses plain language
and simple
formatting.

®

TASK-ORIENTED

Designed for action.
Clearly outlines "How
do I..." steps to
complete government

transactions.



I PILLAR 3: TECHNOLOGY

@ Core Performance Benchmarks

Fast & Responsive
Optimized loading speeds to ensure citizens access information without

delay.

O Reliable & High-Availability
No broken link.

Mobile-Friendly Design
D Ensuring a seamless experience across smartphones, tablets, and

desktops.

System Integration
q Connecting websites to backend government systems for end-to-end

services.




| PILLAR 4: SECURITY

SSL & Data Encryption Strong Authentication
Ensuring all data between citizens and the agency remains Implementing Multi-Factor Authentication (MFA) for
private, encrypted, and secure from interception. administrative access to protect backend systems.
. Cybersecurity Awareness
Secure Hosting o . L
Training staff to recognize digital threats and maintain high
Utilizing hardened infrastructure and secure cloud standards of organizational digital hygiene.

environments to prevent unauthorized access and downtime.

Regular Updates
Frequent patching and software updates to close security Security protects both information and public trust.

vulnerabilities before they can be exploited.

A secure website is not just a technical requirement; it is the foundation
of digital confidence for every Sarawakian.




I PILLAR 5: CONTINUOUS IMPROVEMENT

[~ web Analytics

Track user behavior and traffic
patterns to identify service
bottlenecks and optimize navigation

paths.

0 Performance

Monitor uptime and loading speeds
24/7 to ensure a reliable "Digital
Front Door" for all Sarawakians.

Q SEO Optimization

Enhance findability so citizens can
reach government information
quickly through external search

engines.

0 Accessibility

Regular testing against WCAG
standards ensures that services are
mclusive for citizens with diverse

needs.

.‘ Citizen Feedback

Integrate ratings and feedback loops
to capture the direct voice of the user

for rapid service iteration.

Fo Innovation

Pilot new features and modern
technologies based on data evidence

rather than assumptions.

’,& A government website is never "finished." It is a living service that must evolve with citizen needs.




I Common Challenges

Many government websites suffer from:

News

Contact Us

Downloads

Citizen Services

2 .'6-

Apply for Certificate

License Renewal

Quick Links / Navigation

L ‘fK s

Important Information

Pellentesque habitant morbi tristique senectus et netus
et malesuada fames ac turpis egestas. Integer laoreet
vehicula odio, non portttitor risus efficitur eget.
Suspendisse potenti. Nullam interdum, nisl ut cursus
commodo, erat nibh fermentum erat, eget facilisis enim
ipsum id velit. Cras eget maximus orci.

A 4

Broken links

Outdated information

Old announcements

Conflicting Info

Missing contact numbers

Difficult navigation

files without explanation

Too much technical language



I The Cost of Poor Information

Poor information causes:

4

A

Poor information
\

\

— ) »

Repeated

-

phone calls

Repeated
emails

I

Counter
congestion

+ N

Public
complaints

Negative
social media
comments

P

Loss of
public trust



Why Website Management Matters.

A website is similar to a public office.

ow can
31 we help you?

COMMUNITY
EVENT

HEALTH
ADVISORY

©

4

SERVICE
HOURS

PUBLIC
NOTICE

Dirty office

Poor
impression

Helpful staff

Good
experience

Updated
notice board

Reliable
information

.Eﬂi Government Website

How can we help you?

Popular Services

B &

Apply Licenses

Latest Announcements
ﬁ New passport application process
“ Upcoming public holiday schedule

“ Online payment system maintenance

(e0e  GIEEEESS————

Home Services News Contact

Announcements

O»
(o) |
Find Help

Jul 28, 2026
Jul 22, 2026

Jun 20, 2026

Outdated
webpage

Poor
impression

Up-to-date
announcements
page

Reliable
information

The same applies to websites. Good website management builds confidence.



Think Like a Citizen

A better question leads to better public service.

Instead of asking: Ask:
“What information “What information
do we want to publish?” does the public need?”

) T

Application Contact Service
Form Support Location

Citizen-first thinking improves services.



| Website as a Self-Service Counter

Good websites reduce workload.

@ Find answers *r—>

IIl Government Service Portal

Get answers
Find information and answers to

Download forms *r—> common questions.

Forms and documents
Download and print official forms

and documents.
E Apply online *r—> ‘

Apply online
Submit applications and requests
securely online.

Track applications &——>

Check application status

Track your application and
view updates.

Contact the P Contact the right officer

rlght officer Find the right department or
officer to help you.

Citizen

Government Officer

Every successful
online visit saves time
for both citizens and
government.



I Simple Website Quality Checklist

Before publishing, ask:

Final review before publication

v Isitcorrect?

v/ Is it updated?

v Is it easy to understand?

v/ Is the contact person correct?

« Does the link work?

+ Can users find it easily?




Case Study Activity

Review both sample pages. Which one would you trust?

G A Notsecure healthycity.sarawak.gov.my/background html

Adobe Flash Player is no longer supported

Healthy Cities Project

The idea of Healthy Cities was first put forward in a 1984 Conference entitled '‘Beyond Health Care' in Toronto, Canada. The Healthy Cities Project is intended to lend
support to city-based health promotion efforts. There had been an increasing realisation throughout the world of the need to grapple with human induced crises,

which are in larger parts, the results and expectations of city dwellers. The challenge is to find ways of renewing efforts towards achieving a high quality of life for
city dwellers.

Adobe Flash Player is no
longer supported

Healthy City

Characteristics of
Kuching Healthy City

Adobe Flash Player is no longer supported

Kuching, Sarawak participates in the Healthy Cities Programme since 1994. Dr. Trevor Hancock, one of the founders of the WHO Healthy Cities Programme,
revealing how Sarawak is linked to the Healthy Cities Programme.

omp

€ > @ 25 sarawak.gov.my

About Sarawak ¥

* 20D 4L O

s‘ . Sarawak Government ¥ Services Directory Residents Vv Agency Directory Tender & Quotation Media Center V¥ D
arawal
Government
Tapak Lapangan Terba K. leks Sukan, Sri Al
JAGA SARAWAK  INTU SARAWAK BESAIaLE Sulan, 5ri Aman
KAPIT 26-28 JUN 2026 ‘PBIL - WBER 2026 SERIAN 16-18 OKTOBER 2026
P

‘arangan Dewah S

KOMPONEN PROGRAM
Kaunter
J Perkhidmatan J

Kitchen &
Gerai Jualan

SIBU 10-12 JULAI 2026
Dataran Bandar Sibu

Cabutan Bertuah

SARIKEI 07-09 0GOS 2026 (e-Peraduan)

Kompleks Sukan, Sarikei

Konsert Rakyat J

B-I::g‘a'lm '

Malam Budaya
)

Browse Services

All Services  ~ What type of service are you looking for? eg. apply trade license

000
] ce5 . .
g Land & Agriculture %TJJ Social & Community

= New Farmer Profile Registration = Check Status Sarawak Basic Needs Assistance
(SKAS) 2026

m Application for Public Housing

m  Apply for Livestock New Schemes

= Land Rent and Premium Enquiry and Payment

dare

Perkarangan Parkir, Serian
Conference Centre, Serian

30 OKTOBER -
SAMARAHAN 01 NOVEMBER 2026
Perkarangan Sebelah Majlis
Perbandaran Kota Samarahan

KUCHING  20-22 NOVEMBER 2026

Metrocity, Matang, Kuching

@ Life Event

= Apply for Senior Citizen Health Benefit (SCHB)
= Apply Job with State Government

= Request for Permission to Get Married



I THE ROLE OF SCSDU

SARAWAK CIVIL SERVICE DIGITAL UNIT (SCSDU)

SCSDU acts as the strategic enabler for the Sarawak Civil Service, providing the foundational
pillars required to transform agency websites into effective digital front doors.

0

Governance

Establishing ownership frameworks
and approval processes to ensure
site accountability.

ad
Monitoring

Continuous performance tracking
and compliance auditing to maintain
service levels.

Sa

Training

Upskilling civil service staff in digital
management and citizen -centric
content creation.

Hosting

Coordination of secure, reliable cloud
infrastructure and CMS enablement
platforms.

v
Standards

Defining and maintaining quality,
accessibility, and compliance
benchmarks across agencies.

V|
./

Improvement

Driving evidence -based iterations
using analytics, SEO, and citizen
feedback loops.

A
S

Web Template

Providing unified digital templates
that ensure consistent citizen
experience and branding.

(A
Strategic Support

Partnering with agencies to navigate
digital transformation and complex
service journeys.



| KEY TAKEAWAYS

SARAWAK CIVIL SERVICE DIGITAL UNIT (SCSDU)

05 ias
Websites are Public Services Shared Responsibility
An agency website is not a static brochure; it is a Website management is a whole-of-organization effort
functional, 24/7 delivery channel that citizens depend on involving top management, business owners, and content
for essential services. creators—not just ICT.

o 7
Building Public Trust Digital Experience First
A professional, accurate, and secure digital presence True Digital Government starts with the digital experience.
directly fosters citizen confidence in the credibility of the If the website fails the user, the transformation journey is
Sarawak Civil Service. interrupted.

Empowering Sarawak's Civil Service through Citizen - Centric Digital Excellence



| Closing Message

“ Every page we update, every link we fix, and
every piece of accurate information we
publish helps citizens access government
services more easily. Good website
management is not only about technology—
it is about delivering better public service.”

Update pages Fix links Publish accurate
information

Accessible service
for every citizen
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