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. Policy Implementation Challenges

How automated is policy implementation in
your organisation?

Source: “Enabling Efficient Policy Implementation” — EIU,
December 2009

What are the biggest barriers to successful
implementation of significant new policies?

Source: “Enabling Efficient Policy Implementation” — EIU,
December 2009

Mot atall

Some minor aspects are automated, but it is mostly manual

Certain policy changes—such as those to customer compliance processes—
are highly automated, but most are not

Policy change is heavily automated across the board, with
only minor manual activity necessary

Don't know

Poor planning of implementation

The complexity of consistent implementation

The policy itselfwas poorly thought out/lack of clear objectives or mandates

Lack of accountability

Lack of interest from/push back from employees

Insuffident funding/resources

Lack of interest from senior management

Cultural issues

Other

Don't know
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Policy Implementation Challenges

(Has inconsistent policy implementation across the
organisation caused any of the following in the last year?

Pu b | | C Sector Res po nses Source: “Enabling Efficient Policy Implementation” — EIU, December 2009

Hurt our ability to deliver mandated mission

Every interaction with citizens js ~ [ncreasedcosts

- 42
goyerned by Ic_)glc_based on Reduced transparency
policy and legislation: I ]
— Am | eligible for a welfare payment? Compromised accountability
— Do | need a permit for this? —
— How much tax do | have to pay? _Iﬂe‘i”“d customer service
— What type of visa should | get? Increased requlatory risk
- ete 23]
Reduced funding
L 14]
Other
1
Don't know
7]
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Approaches to Implementing Public Sector Policies

There are 3 main ways to handle complex interactions /
decisions.

Employ rooms People are expensive, and they all require detailed training
full of people

trained to make . N
the decision Can be inefficient

They make mistakes, are inconsistent, and biased

... but High turnover of staff means shortage of skills

Can be very difficult, very complex, and very expensive to write

@ RS custo.m Very difficult and costly to update to keep up with policy change (which they do
code and scripts .
all the time!)
... but . _
Integration with other apps can be complex

Quick and easy to set up, use and change

@ Policy

Integrates with existing applications, web deployable for self service

Automation

Business owners own the rules
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. Policy Automation

The use of computer systems to automate the interpretation
and application of Policies

« Uses natural language to empower non-technical
subject matter experts

e Translates legislation and policy documents into
software tools that automate and guide decisions

* An approach to business rules specifically adapted for
the needs of government

« Mirrors the policy life cycle rather than the software

life cycle
— Roll changes out at the time of effect, not months later
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Natural Language Authoring

 Empower business users to translate legislation into natural language business
rules

« Translate policies into configurable, flexible and reusable rules

Source legislation > copy source material, ) executable document in natural language which
or policy paste into Word, markup business users can understand and modify

. 1 the borrower satisfies the Singapore based company
1. Borrower must be a Singapore-based company requirements if
(hot necessarily Singapore-owned) with at least 2 the borrower is based in Singapore and
strategil: business functions in Singapore** that is the borrower has at least 3 strategic business functions in
) . . Singapore and
borrowmg to suppott its oVerseas expansiof the bormrower is borrowing to support its overseas expansion
and
» Borrower cantap on the IF Scheme to sither
all
urchase fized assets and/or purchase . B
P . . 13 o the barrower is purchasing fixed assets and/ar]
tactories for use by itz overseas subsidiary fartnries for sk hy its nverseas suhsidiary
company, which 15 at least 50% equity Fomparny an
. . the bomrower owns at least 50% of the overseas
owned by the Singapore-incorporated subsidiary's equity
COpany. or
» Borrower with no physical set-up overseas &l :
but 1 . . Ir the borrower does not have physical setup
ut 15 expotrting services to owverseas matket SErEERE S
(such as leasing companies) can also tap on the barrower is exporting services to overseas
the IF Scheme to finance the purchase of marketand _
the borrower is financing the purchase of fixed
fized assets for use overseas. assets for overseas Use
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Applying The Policy

&7) Singapore Based Company - Web Determinations - Mozilla Firefox |E||E|E|
@ - O 4% - Ele Edit ‘Miew History Boockmarks Tools  Help |j http:ffloc 5.7~
B || Freq | | _work 5 CMA 50 EnCM 5 Engt 5] FBR S| GNews 5| Infowk 5] BE R of Gmal  » Questions
) automatically
| ] singa... & | + L created from
: : A source document
Web Determinations - .
without need
Summary Data Review Save | Save As | Load | Rest for any
Rulehaze: Tade Finamee Locale: en-i programming

Singapore Based Company

Iz ABC Technologies based in Singapore? T O vYe: OMa

Does ABC Technologies have at least 3 strategic business T O ves Owo
functions in Singapare?

*

ls ABC Technologies borrowing to support its overseas O ves ONa
expansion?
: Asks least
number of
guestions in
most logical
order to finalize a
determination
Standard application copyright and d irme :
= — S

@ X B =
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Transparency and Accountability

ABC Technologies is eligible for the
Internationalisation Finance Scheme.

= ABC Technologies satisfies the Singapore based company requirements.
= Section 1is satisfied.
O ABC Technologies is based in Singapore
O ABC Technologies has at least 3 strategic business functions in
Singapaore
O ABC Technologies is borrowing to support its overseas expansion

O ABC Technologies is purchasing fixed assets and/or factories for
use by its overseas subsidiary company

O  ABC Technologies owns at least 50% of the overseas subsidiary's
equity
= ABC Technologies satisfies the turmover requirements.
= Section 2 is satisfied.

= ABC Technologies satisfies the turnover requirements for a non-
trading company.

O ABC Technologies is a non-trading company
O ABC Technologies is a publicly listed company with less than
55300 million turnover
= ABC Technologies's overseas business henefits Singapore.
E Section 3 is satisfied.

O ABC Technologies's business complements the Singapore
company’'s core operations

O ABC Technologies's business result in economic spin-offs to

Singapore

T T N Ny N N T YW EVVOIT TN PV W W T W W,

Positive and
Negative
statements
automatically
created to explain
determination

Can be used to
build the content
for a letter of
advice or audit

Natural language
engine provides
personalization

and pronoun
substitution
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. Benefits of Automating Policy Implementation

 Addresses the drawbacks of the manual approach:
— Increased productivity
— Consistent and accurate
— Automatic audit reports for every decision
— Greatly reduced cost of training

e Outperforms traditional code-based customisation:
— Faster time-to-market
— Maintenance mirrors changes to the source material
— Develop once, use everywhere: “single source of truth”
— Increase visibility / auditability of every decision
— Simplify implementation & maintenance, while lowering risk
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. Example Outcomes with Policy Automation
Improved Agility and Customer Service with Reduced IT Project Costs

Area Without With Net Benefit % Benefit
Automation Automation

Policy Capture 200 days 20days 180days 90% -
E é Logic Updates 90 days 3days 87 days 97% «j:i §
>3 i 25
gs Call Center Training 60 days 5days 55 days 95% =

o Business Logic Implem. $1M $200K  $800K 80%

Processing days / case 30 3 27 95% o

Call Center calls / case 4 1 3 75% ég

Error Rate / 1000 cases 50 24 26 52% é g

Appeal Rate / 100 cases 5 3 2 45% §

ORACLE

Source: Customer interviews. 2000-20009.
*Relative expenditure figures based on customer side-by-side study vs. other implementation techniques



. Potential Users of Policy Automation Solutions

Any organisation that has a need for:

1. Handling large, complex or inter-related policies, including
those that vary over time

Delivering audit reports of how decisions are reached

Efficient modeling by business users of natural language rules
in Microsoft Word and Excel documents

4. Ensuring rule changes across releases are well-managed with
strong regression testing capabilities

5. Optional interactive web-based decision making for customers
or employees to obtain their own answers to complex questions

6. A high-speed determinations solutions in a service-oriented
architecture

7. Ease of integration with ERP, CRM and other systems
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Capture expert tax DeIi_ver cross-agency
law interpretation child protection Provide online visa
Deliver self-service guidance eligibility

tax calculators and Deliver up to date

on-line guidance customs officer

Calculate complex decision

tax obligations Provide pre- assistance
screening advice

across all benefit
programs

Determine benefit, Determine types of
Pre-qualify for compensation and require licences to
medical treatment other payments start a business

Compute eligible Determine eligibility What are the fees
reimbursements for promotion payable ?
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. Internal Revenue Services mﬁ) Internal Revenue Service

United States Department of the Treasury

* Background

— The Internal Revenue Service (IRS) is the United States federal government agency that
collects taxes and enforces the internal revenue laws.

— Over 165 million taxpayer records provide over 1 trillion dollars annually.

* Issue

— Tax calculation software could not be updated in time for the annual filing seasons -
manual processing and backlogs developed.

— Guidance on IRS.gov and in call centers did not match rules used to process tax returns.

— Complexity of tax legislation and policy resulting in inaccuracy over the application of tax
rules.

— Approx. US$10 billion in Earned Income Tax Credit (EITC) is over-claimed each year, of
which approx US$8 billion is wrongfully paid out.

* Benefit
— Reduced impact from loss of subject-matter experts.
— Consistency across channels will drastically reduce fraud and “answer shopping”.

— 50% reduction in cost of development of processing systems.

— Social and political return on investment by providing a more effective and efficient service
to the public.
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