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A Word from the Head of the 
Government ICT Authority
Dear Readers,

I am proud to present the 2019-2021 Strategic Plan of the Government ICT Authority. This 
document is the product of intensive teamwork within the Government ICT Authority, 
which worked closely with its partners within and beyond the government. The purpose 
of the strategic plan is to define the vision, mission, values, primary objectives and tasks 
the Authority must advance and execute over the next few years as part of the effort of 
adapting government work to the digital era. Based on data collected by the Central 
Bureau of Statistics, Israel can expect to have a population of 10 million people in 6 
years’ time and 20 million people by 2065. This population growth is one of the largest 
in an OECD nation. If government ministries continue to operate in their current format, 
the Israeli government will no longer be able to continue to provide for the needs of 
its citizens and businesses. We are therefore duty-bound to accelerate the transition to 
advanced digital services to make it possible for the government to provide services 
continuously and accessibly, regardless of population size. Moreover, digital solutions 
can level the playing field for Israel’s economic and geographical periphery and reduce 
social gaps.

The Government ICT Authority defined its vision, mission, and objectives in its first 
strategic plan for 2016-2018. During that time, the plan’s main goals were met: a 
single dedicated website for government services was built and hundreds of digital 
services were added to benefit the welfare of Israel’s citizens, a government hotline 
was established, and the government SOC (security operations center) was set up. 
Furthermore, transparency procedures based on Open Government methodology 
were adopted, thousands of information sets were made accessible to the public, and 
technological infrastructures to improve the transfer of information among government 
offices were built. All of this was done pursuant to Government Resolution No. 1933 of 
August 30, 2016, spearheaded by the Authority. Among the principles were assuming 
open data as the default setting and ensuring that the “Ask Once” policy is adopted.

The Authority’s many activities in realizing its first strategic plan have helped the 
government provide its citizens and businesses with increasingly advanced services, 
enhanced efficiency, generated government and national savings, and improved the 
transparency of the government’s resolutions and activities. 

The strategic plan reviewed in this document, which outlines the Government ICT 
Authority’s direction for the next few years, is derived from the Authority’s mission and 
tasks as defined in Government Resolution No. 2097 of October 14, 2014, and will help 
the government continue to grow its digital capabilities. 

The 2019-2021 Strategic Plan as presented herein is based on the understanding that it 
is necessary to cooperate closely with government ministries, especially the information 
systems and service divisions in the government ministries and institutions. This is 
crucial for promoting the vision and objectives presented. Cooperation will continue 

to be manifested in joint professional and management forums, advisory committees, 
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joint oversight of strategic projects, and other mechanisms, all of which meant to 
ensure close cooperation and allow a lateral, integrated, supervised assessment of the 
government’s information and communications technologies to emerge. The Authority 
will strive to establish other partnerships with further public authorities and institutions.
The Authority will continue to promote an innovative, professional, high-quality 
government ICT system and act resolutely to attain the government’s strategic goals.

In the course of formulating the plan, a draft was circulated among many parties in 
the government and beyond for their perusal. I would like to extend a special thank 
you to the following individuals for their insightful comments during the course of the 
preparation of this document. I would like to extend a special thank you to the following 
for their insightful comments during the course of the preparation of this document. 

• Government CIO Forum
• Government Service Leaders Forum
• Dr. Nachman Oron
• Our many partners in the government and beyond who read the draft  
 and commented on it

To conclude, I would like to thank the taskforce that formulated  
and wrote the strategic plan: 

• Mr. Shahar Bracha, Director of Strategy and Planning Division
• Ms. Moriya Zisovitch, Director of Cross-Government platforms. 
•  Ravit Koren, Chief of Staff
• Mr. Yogev Shamni, E-Government Director
• Mr. Gideon Confino, Director of the Cyber Defense Unit (YAHAV)
• Mr. Eitan Pesach, Head of Government Service Improvement Unit
• Ms. Naama Holtzman, Advisor to the Director General of the Prime Minister’s Office
• Mr. Nir Amsel, Budget Division, Ministry of Finance
• Ms. Maya Dvori-Jacobson, VP Service, Population and Immigration Authority
• Ms. Keren Katsir-Stiebel, Marketing & PR, External Relations, Spokesperson

Yair Frank,  
Head of the Government ICT Authority,  
Government CIO, Prime Minister’s Office
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1) Executive Summary 

The authority of the Government ICT Authority was defined by Government Resolution 
No. 2097 of October 10, 2014, on expanding areas of government information and 
communications activity, supporting innovation in the public sector, and promoting 
the national Digital Israel project, which determined that the Government ICT Authority 
would instruct the government ministries’ and institutions’ IT divisions, promote 
governance in government communications, implement lateral methodologies and 
standards, and develop infrastructures, systems, and services to enhance the efficiency 
of government work and make government information and services accessible to the 
public. Furthermore, Government Resolution No. 2097 determined that the Government 
ICT Authority would promote the efforts to protect government ICT infrastructures and 
systems and help develop human capital in the field of government information and 
communications technologies. 
One goal of the Government ICT Authority is to stimulate the government to provide 
advanced, high-quality services to its citizens and businesses, conduct itself with 
transparency and efficiency, and promote innovation. All this is to be achieved by using 
digital technologies to develop digital services that are innovative, reliable, and user-
friendly for Israel’s citizens and businesses. The Authority takes care to reduce the direct 
and indirect costs of government services, such as the need for citizens and businesses 
to engage in time-consuming face-to-face interactions with government ministries and 
institutions.
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In light of the completion of the previous plan and the technological changes that have occurred 
since its formulation, the Government ICT Authority’s second strategic plan has updated goals.
Over the last three years, the Authority worked to implement its vision and goals and established 
hundreds of digital services that have significantly improved the services provided to citizens 
and businesses and helped make government work more efficient. 
This plan has also updated the Authority’s vision to reflect changes in its understanding of 
its function. The current vision - “the Government ICT Authority will allow the government to 
function as one citizen-centric government that works transparently and effectively, advances 
innovation and uses digital technologies to provide the public with reliable service” - places 
citizens, businesses, and the government services provided to them at the center of the 
Authority’s scope of activity.
As part of the plan, the Authority defines the cross-government values it feels must be promoted 
both among its own employees and among the employees of all IT divisions in government 
ministries and institutions.

Values
Innovation The Authority views innovation as a fundamental building block in developing 
advanced digital services for citizens and businesses. Therefore, it will strive to make innovation 
an organizational value and impart it in every IT division of every government ministry and 
institution.

Transparency and the public’s right to know The Authority views transparency as a value of 
the highest order in accordance with an Open Government policy. Government transparency 
and sharing decision-making with the public allow an unmediated connection between citizens 
and public institutions charged with providing service.

Professionalism and excellence The Authority views the promotion of the professionalism and 
excellence of ICT manpower a primary value in promoting and advancing digital service.  

Act now, talk later The Authority believes in an organizational culture that, first and foremost, 
stresses the importance of completing tasks and meeting goals and deadlines. The Authority will 
focus on performance and the development of cross-government services and platforms; the 
development of tools, work processes, and mechanisms of governance; and the formulation and 
assimilation of management methodologies and mechanisms of assessment, supervision, and 
control. 

IT as a whole By virtue of its unique function as a cross-government body for all government 
ministries and institutions, the Authority will implement an organizational culture that stresses 
the importance of sharing and teamwork. Thus, the Authority will work to establish an integrated 
all-government IT system that intelligently uses shared digital assets based on unified, cross-
government methodologies and shares the knowledge and experience accrued. 

Service orientation The Authority views excellent service as a vital value. It will ensure to 
assimilate service orientation among its employees, the employees of all IT divisions with which 
it works, and all government entities that provide service to citizens and businesses. 

This plan defines the primary goals on which the Government ICT Authority seeks to focus and 
promote. 
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The work of the Government ICT Authority is based on the following objectives: 

Advanced Digital 
Services
Advanced, effective 
digital processes to 
benefit citizens and 
businesses Personal 
area for citizens and 
businesses, Ask Once 
policy

Shared Services
The central 
development 
of shared 
technological 
components, 
applications, 
platforms, and 
infrastructures 
to benefit cross-
government use by 
IT divisions

Data Management 
and Extraction
Creating standards 
and instructions on 
data usage, defining 
the central data 
entities, designing 
data-based systems, 
data driven policy

Leadership and 
Excellence
Activities, 
infrastructures, 
and projects to 
develop high 
quality personnel 
at the forefront 
of technology, 
innovation, and 
creativity

High-Quality 
Service
High quality, fast, 
convenient service 
in all channels; a 
policy of advanced 
service; promoting 
professionalism in 
service

Governance
Governance processes 
to promote, assimilate, 
and oversee up-to-
date, advanced cross-
government standards, 
methodologies, and 
tools that support 
efficient, innovative, 
advanced management 
of IT divisions

Cyber Defense
Cyber security, 
securing privacy, 
and cyber defense, 
security and privacy 
in the whole lifecycle 
of digital systems

Open Government
Strengthening public 
oversight, expanding 
transparency of 
government work, 
accountability, 
sharing planning and 
performance processes 
with the public

High-Quality Service

Ad
va

nce

d Digital Services

Open Government

Le

adersh
ip and Excellence

Shared Services

Govern

ance

Data Management and Extraction

Cyber D
efense

Increasing 
Government 
Effectiveness 

Reducing the 
Bureaucratic 

Burden on 
Citizens 

and Businesses
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2.1 Background
The digital revolution, which has been happening around the globe for the last few decades, is 
apparent in every aspect of modern life. Needless to say, this is true also for Israel. Israel’s citizens 
privately consume many everyday services by digital means, from ordering food, airplane tickets, 
hotels, and vacations online, to using navigation apps installed on their mobile phones. The use 
of social media to share information, make recommendations, and climb the corporate ladder 
is widespread. In this sense, the government is no different from any other business institution 
offering its goods online. Government services, too, if provided digitally, can be of higher 
quality for citizens and, at the same time, allow for improved and more efficient government 
work. Reducing the bureaucratic burden on citizens can be more effectively achieved by the 
government’s transition to advanced, reliable digital services. Thus, the Government ICT 
Authority finds great value in the government’s full participation in the current digital revolution.

2.2 The Digital Government Model -  
ONE-STOP-SHOP

A study carried out by Kayama Ltd. on behalf of the Government ICT Authority and the Budget 
Division of the Ministry of Finance1 examined the obstacles to assimilating the digital forms of 
government services within the public as well as some common attitudes and approaches to 
digital government services. The study demonstrates that it is possible to promote the use of 
digital government services by means of applying the one-stop-shop principle. Based on this 
principle, it is necessary to provide citizens with one single access point to all the information, 
transactions, and services provided by all government ministries and institutions. 

2) Introduction 
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Transition to a one-stop approach

 Digital
interface

The citizen

Office 1

Clerk 1

Office 3

Clerk 3

Office 2

Clerk 2

 The
citizen

If, until now, one had to know ahead of time which ministry provides any given service, 
from now on all government services will be made available in a way that ignores which 
particular ministry provides that service. Instead, citizens and their rights and needs are 
now at the center. This citizen-centric approach, which is now adopted by many nations 
around the world, is based on the needs, preferences, and expectations of its citizens and 
on improved service. 

2.3 Principles for Citizen-Centric Service
Kayama’s study examined the principles needed to transition to a citizen-centric approach. 
Although the government is built such that every ministry operates as an independent 
unit in terms of organization, budgets, responsibilities, and authority, many processes 
required by citizens and businesses involve two or more ministries. In today’s situation, 
citizens and businesses have to cope on their own with several services provided by 
several ministries without an organizing and collating factor that would make the process 
simpler and more efficient. The study shows that 18 percent of Israelis who seek face-to-
face service are referred to other parties in the government service for further handling of 
their issue. It also shows that, although citizens often know what service they need, they 
don’t necessarily know which ministry provides it and must therefore waste significant 
time looking for the information or the service.
In transitioning to a citizen-centric approach, internal government divisions play no part 
in ensuring access to citizen and business services. Citizens and businesses have the right 
to accessible and convenient services concentrated under one digital roof. When making 
digital services accessible, it is necessary to adapt them to the specific characteristics of 
the citizens and businesses so they see the services and information applicable to them 
without having to trawl through masses of content pages about hundreds of offered 
services to find the particular “needle in the haystack” (information or service) relevant to 
them.
Ensuring access to information and services will be done by assuming the perspective of 
citizens and businesses looking for information and services, rather than by assuming the 
traditional bureaucratic point of view. Services will be categorized by life events relevant 
to citizens and businesses and be made accessible through an easy, simple, intuitive 
process.
The citizen-centric approach has been spearheaded by the Government ICT Authority in 
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recent years and was formulated as part of the 2016-2018 Strategic Plan. This approach 
represents a fundamental change in the conceptual attitude that has dominated 
government ministries for a very long time. Of necessity, it inevitably leads to collaborations 
between the ministries and the Authority and among the ministries. The Government 
Information and Communications Technology Authority will continue to develop and 
produce technological tools that will expand access to all digital services to reduce the 
bureaucratic burden and improve services provided to every Israeli citizen and business.

2.4 Improvements in Israel’s  
Digital Services  

In many fields of online government services, recent years have seen significant 
improvements: 

Mapping all the services provided to citizens and businesses
Government Resolution No. 20974 of October 10, 2014, on expanding areas of government 
information and communications activities, supporting innovation in the public sector, 
and promoting the national Digital Israel project, decided to digitize the most useful 
government services to the public by 2019. To meet this goal, it was decided to map all 
government services, rank them on the basis of use and other criteria, and formulate a 
plan to digitize the most useful services. As of March 2018, the mapping of services had 
been completed in 35 ministries and was expected to be completed over the coming 
months.

The Development of Advanced Digital Services for Citizens and Businesses
Government ministries make their services accessible by various digital means for the 
benefit of citizens and businesses so as to reduce the bureaucratic burden and improve 
government services. The major platforms on which the government’s digital services are 
made accessible are: 

The Website gov.il  
The website’s goal is to encompass all the services, information, and websites of government 
ministries and institutions in one single location. The website can also be used on smartphones 
and tablets, and key pages are available also in Arabic and English. Moreover, the site offers an 
online application service (forms), which allows complete business processes that begin with 
the citizen and are finally uploaded to core ministerial systems. The service allows one to upload 
documents; it also undertakes data verifications and applies smart identification.

Turning Paper Forms into Digital Applications
To ease the bureaucratic burden and promote government services in the digital era, the 
E-Government Unit at the Government ICT Authority develops digital services and replaces 
paper forms with digital forms in conjunction with government ministries. The forms follow a 
consistent template; it is suitable and responsive to all types of devices, accessible, and supported 
by all browsers. 
It is significantly cheaper to perform an action digitally than by phone, let alone in person with 
a government clerk. Digital services represent tremendous economic value, simply by freeing 
users of the need to visit government service offices.
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Payment Service
An e-commerce system is available to citizens to make online payments to government offices 
and institutions by a unified, responsive interface accessible via all browsers. Citizens can make 
payments via credit card or bank transfer. The payment service is authenticated to the global 
PCI-DSS standard.

Self-Service Stands
Self-service stands, similar to ATM machines, are another means by which government services 
are available to citizens all over Israel. These stands allow citizens to carry out dozens of different 
actions independently, saving time they would have wasted standing in line in a government 
office. A range of services can be accessed through this route, including printing out official 
documents (e.g. driving license, car registration, and ID card supplement). These stands were 
designed also for those who have no computer access at home.

Government Identification Service
The ability to identify citizens or businesses securely makes it possible to access more advanced, 
tailored services. A secure identification infrastructure is the foundation for the ability to ensure 
that the party requesting the digital service is in fact entitled to it. Therefore, the Government ICT 
Authority established a strong identification system that meets the rules and guidelines accepted 
by Government Resolution29605 of August 6, 2017. The system allows secure identification from 
any device, simply and efficiently, by means available to all citizens.

2.5 Main Partners
The Government ICT Authority maintains productive collaborations with many government 
staff units, IT and service divisions in government ministries and institutions, the National Cyber 
Directorate, the Governance and Society Division in the Prime Minister’s Office, the Civil Service 
Commission, the coordinating staff of the Digital Israel project, the Budget Division at the Ministry 
of Finance, the Accountant General’s units at the Ministry of Finance, the Wage Regulator at the 
Ministry of Finance, the Consulting and Legislative Department at the Ministry of Justice, the 
Privacy Authority at the Ministry of Justice, and the Innovation Authority.
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This document presents the strategy of the Government 
ICT Authority and defines its vision, mission, values, 
objectives, and tasks for 2019-2021.
By nature, strategic plans in general, and those dealing 
with constantly evolving digital technologies in 
particular, are subject to change. From time to time, 
the Government Information and Communications 
Technology Authority will update this document to 
reflect a more current strategy for the coming years.

Below is a short description of the sections of the 
strategic plan:

3) Document Structure 
An International 

Overview

International Activity

Values

Mission

Vision

Meeting the Goals of the 
Previous Plan
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An International Overview
Our international survey compares institutions parallel to the Government ICT Authority abroad.

Meeting the Goals of the Previous Plan
This section examines the objectives of the 2016-2018 Strategic Plan and the progress made with 
regard to each objective since the plan’s formulation.

The Fundamental Components of the Strategy
This section presents the fundamental components of the Government ICT Authority’s strategy.

The Vision
This section describes the state of affairs the Government ICT Authority would like to achieve. 
The Authority will strive to realize its vision together with the IT divisions of the government’s 
ministries, bureaus, and institutions, and its other partners. This represents the Authority’s lodestar. 
The realization of this vision will generate a transformation in the government environment. 

The Mission
The mission is the function of the Government Information and Communications Technology 
Authority as it was defined in Government Resolution No. 2097.

The Values
This is the set of qualities and behaviors the Government ICT Authority will strive to impart to its 
employees and all IT division employees in all government units.

 The Objectives
This section presents the set of interim achievements that brings the Authority closer to realizing 
its vision. Accomplishment of these objectives is a vital prerequisite en route to the realization 
of the vision. 

International Activities
The Authority welcomes contact, cooperation, and collaboration with international bodies, 
including those performing comparative surveys on accessible governance and digital services 
for the public, and views them as critical to realizing its vision. This section briefly describes the 
list of bodies with which the Authority maintains contact.

Sources
This section includes the sources of the relevant government resolutions, government ministry 
plans and programs, and other studies and documents on which this document is based.
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The international survey carried out for the Government ICT Authority by TACK Growth 
Strategies Ltd. in May 20186 surveyed parallel institutions in the other D7 nations (in 
addition to Israel, the following are members: South Korea, Uruguay, New Zealand, 
Canada, Estonia, and the UK) and Denmark. The international survey examined various 
subjects, such as internet connection, the scope of use of public online services, new 
technologies, and more. 
The survey, which is described in detail below, shows that Israel places high on the list 
in terms of rate of internet use and mobile surfing and also in term of the government 
sector’s implementation of new technologies. One may assume that, given the relatively 
high exposure of Israelis to the internet and mobile devices, the nation meets the 
conditions needed to allow further expansion of the use of digital government services 
for citizens and businesses.

4.1 Internet Connection
The survey also looked at how many people had an internet connection in the various 
nations, and found that Israel is seventh in terms of the percentage of its population with 
an internet connection (86 percent). Israel was followed by Uruguay, with 72 percent of 
the population being connected to the internet. The list was topped by Denmark, with 96 
percent of its population being connected to the internet.

4) An International Overview
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The diagram below presents the breakdown of internet connection among these nations. It is 
clear that the global average is significantly lower than the data for the nations we surveyed.
The survey we commissioned also examined the rate of the population using smartphones to 
surf the internet. By this criterion, Israel placed third. Only the populations of South Korea and 
the UK have a higher rate of smartphone internet use. The rate of smartphone internet use in 
Denmark is identical to Israel’s. Canada, New Zealand, and Estonia have a lower rate than Israel. In 
last place is Uruguay, where 60 percent of the population uses smartphones to surf the internet.
The diagram below provides a breakdown of smartphone internet surfing among the nations 
surveyed. It is clear that the global average is much lower and that Israel is above average even 
among the D7.

Rate of population with internet connection

Rate of population surfing mobile devices

D7 average

Israel    United Kingdom       Estonia             Canada           Denmark       New Zealand     Uruguay              Korea

86% 92% 92% 91% 96% 89%

72%

90%

Global 
average

Source: Google Consumer Barometer 2017

Source: Google Consumer Barometer 2017

D7 average

80%
87%

63%
74% 80% 77%

60%

81%

Global 
average

4.2 The Rate of Use of Online 
Government Services

The survey examined the rate of use of online public services, the rate of use of government 
websites, the rate of downloading and uploading forms, and the rate of online services of the 
total of all public services. Not all nations had all data available.
We can see that Denmark leads also in terms of the rate of use of public services with a rate of 89 
percent, as well as the usage rate for government websites (at 87 percent) and the downloading 
and uploading of forms (51 and 71 percent respectively). Estonia, with 96 percent, leads with the 
highest rate of online services of the total of all public services, and Denmark is in second place 
with 94 percent.

Israel    United Kingdom       Estonia             Canada           Denmark       New Zealand     Uruguay              Korea

(16) 2019-2021 Strategic Plan



At present, a similar survey, “The Digital Take-Up Index,” is being carried out in Israel. “The Digital 
Take-Up Index seeks to examine the rate at which the government’s digital services are used, 
with digital take-up defined as the percentage of people using government services online in 
relation to other channels, e.g. paper or telephone. It also seeks to estimate the change in digital 
take-up from one year to the next. 

* Several common services relating to different life events were examined: starting a new business, 
termination of employment, looking for a job, attending college or university, 

 managing a business, moving to a new home, buying and owning a car, bringing suit in small claims court, 
etc.

** Downloading from the internet only (no uploads)
*** Current data for comparison for Canada and South Korea were unavailable.

Source: Eurostart 2017, World Bank 2017, Auckland University of Technology 2016, NZ Gov 2017

71%
Denmark

70%
Estonia

35%
United Kingdom

Rate of forms uploaded to the internet

51%
Denmark

40%
Estonia

25%
United Kingdom

Rate of forms downloaded from the internet **

87%
Denmark

65%
Estonia

44%
Uruguay

35%
United Kingdom

The Rate of Use of Government Websites

The Rate of Use of Online Public Services

89%
Denmark

78%
Estonia

57%
New Zealand

49%
United Kingdom

26%
Uruguay

94%
Denmark

96%
Estonia

77%
United Kingdom

70%
New Zealand

43%
Uruguay

Percent of public services which are online* 
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4.3 The Use of New Technologies in 
Government Institutions

The survey examined several Strategic plans of various nations and technologies with 
the potential to spearhead a change in governmental work processes and in the services 
offered to the public. The survey examined the rate at which the technologies are 
embedded in government institutions in various nations and their rate of use in Israel.

New 
Zealand

Cloud computing

Social media 

Transition to mobile devices

Big data

Open data

Service orientation from A to Z

Cyber defense

NFC

IOT

AI/AA (smart analysis)

AR (augmented reality)

Established technologies

*Situation in practice

Israel * KoreaUruguayDenmarkCanadaEstoniaUnited 
Kingdom

Technologies under establishment
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5) Meeting the Goals of the 
Previous Plan

 2015
 Prime

 Minister’s
Office

Government ICT Authority
Citizen-centric government

Ask Once policy

Making databases accessible

Training for government service bodies

Cross-government systems

Integration of working plans  
for IT divisions

Improved infrastructures  
(payments server, forms server,  

gov.il website)

Cyber defense

Releasing government code as  
open source

One website

20 years of government information and communications technologies

Government ICT 
Staff

Architecture and 
government standards

Consulting for national 
ICT projects

Open Government 
policy

Developing ICT 
personnel

 2012
Ministry of 

Finance

Accessible 
Government

Online services for 
citizens

Hosting government 
websites

Payments server

Self-service stands

 2002
Ministry of 

Finance

Government 
Infrastructure for 

the Digital Era

National response to 
data security threats

Government web 
surfing infrastructure

 1997
Ministry 

of Finance
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5.1 The Objectives of the Previous Plan 
and Progress Made in 2016-2018

5.2 Digital First 
During 2016-2018, many dozens of digital services were developed for Israeli citizens. Today, 
some 520 services are fully available digitally (i.e. meaning that users can perform the action 
online from start to finish).
The gov.il website is the government site concentrating all government services and information 
in a new, accessible interface accessible via all mobile devices.
The government identification system is a system that allows every citizen to register digitally 
once and receive government services that need digital identification anywhere and anytime 
without having to be physically present in a government ministry office.
The Government ICT Authority, together with government ministries and institutions, is 
constantly developing new digital services as its strives to maximize the potential inherent in the 
transition to digital processes, reduce the bureaucratic burden on Israel’s citizens, and improve 
service to citizens and businesses.

5.3 High Quality Service to Citizens
The Government Information and Communications Technology Authority views providing high-
quality service to Israel’s citizens as an essential goal. Therefore, the Service Improvement Unit 
at the Authority strives to improve the quality of government services to the public in several 
core areas, while constantly measuring and assessing the quality of the services provided by 
more than 20 government ministries and institutions across the country and through several 
channels; the publication of an annual public report; training programs for service managers, 
customer service hotline managers, and public response managers; and generating knowledge 
communities of deputy directors general service managers, public response managers, and 
customer service hotline managers. In addition, the Service Improvement Unit established 
the Central Government Response Hotline in Beer Sheva, whose function is to provide general 
information and initial guidance to citizens who find it difficult to navigate the government’s 
services. The Central Government Response Hotline also provides technical support and helps 
citizens complete activities on the gov.il website.  

5.4 Open Government
The Government ICT Authority promotes and assimilates Open Government values, including 
ensuring that government information is transparent and available to the public; using open 
code and keeping the public informed of government work; and promoting accountability, in 
part by measuring and presenting information about the level of government performance. All 
of this is achieved through the use of digital tools. 
During 2016-2018, the Israeli government maintained its active involvement in the OGP (Open 
Government Partnership) and submitted two multi-year plans (2015-2017 and 2017-2019) 
for international collaboration. Furthermore, the Government ICT Authority and its partners 
in the government continue to lead the current discourse to promote Open Government vis-
a-vis representatives of civil society organizations, institutions of higher education, business 
institutions, and local governments, as well as the international control mechanism instituted 
by the OGP. 
Based on the current plan of action vis-a-vis the OGP, the Government ICT Authority is 

*There long-term objectives were set through consultation with the public initiated by the Government ICT 
Authority as part of a process to formulate the national action plan for OGP for 2017-2019.
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now working to formulate a method to measure the results of the government’s work on 
open government* and measuring the effect of that work on long-term objectives, including: the 
public’s trust in government systems, the public’s effect on government systems, improvements 
in the performance of government institutions, and promoting the One Government approach.1 
This activity takes place together with international bodies such as the OECD and the World 
Bank and in partnership with governments (Canada and Serbia) and international research 
organizations (e.g. Results for Development). 
Moreover, the Government ICT Authority works to raise public awareness of Open Government 
and has run hackathons on tourism together with the Ministry of Tourism, on geographic 
information systems with the SOI (Survey of Israel), and most recently on data and the arts. 
All of this is aimed at exposing broad segments of the population to the social, economic, and 
cultural importance of data. The hackathon prizes were for apps and works of art that expressed 
or embodied these values. 

5.5 Data as an Asset
In August 2016, the Israeli government arrived at Resolution No.71933 on “Improving the Transfer 
of Government Information and Making Government Databases Accessible to the Public.” 
The resolution states that the Authority would be in charge of realizing the Ask Once policy in 
government ministries and institution. This policy seeks to obviate the need for citizens to pass 
information to several government offices to receive a government service, while ensuring that 
any data transfer occurs only after the citizen or business authorizes the online transfer among 
the government offices and maintaining the strictest levels of privacy and data security. The 
resolution stated that government ministries answer to the Government ICT Authority in policy 
implementation and senior representatives from every ministry were defined as bearing that 
responsibility. 
The Government ICT Authority works with the National Cyber Directorate to erect a secure data 
backbone that will serve as secure infrastructure for the transfer of data among government 
offices. Similarly, a message management system for data transfer was set up, which operates by 
virtue of the Privacy Protection Law and allows the rapid, efficient management of requests to 
transfer data among offices and also to external bodies.
In addition, the resolution also determined that it is necessary to make all government databases 
accessible for the public’s benefit and that ministries are charged with the responsibility to 
implement the policy and are answerable to the Government ICT Authority in this matter. To this 
end, too, senior representatives from every ministry were defined as bearing that responsibility. 
The Government ICT Authority has done a great deal of work with government ministries to make 
databases accessible at the data.gov website. Today, there are more than 1,000 database files 
freely accessible to the public. The government resolution also allocated a budget to incentivize 
ministries to implement it. The budget is allocated after the Authority and the Budget Division 
in the Ministry of Finance together examine the ministries’ requests and on the basis of their 
commitments to measurable outcomes.

5.6 Governance
During 2016-2018, the Government ICT Authority continued to issue instructions and guidance 
on various topics. More than 50 guidelines by the Authority’s Head were issued on a range of 
matters the Authority handles.
The Government ICT Authority formalized a control mechanism to track performance. The 
Authority has completed its tracking of the fulfillment of the instructions for the lifecycle of 
the project and the system for 19 government ministries and is in the process of doing so for 
the others. Seven of the 19 ministries have already undergone repeat checks to ensure that 
corrections deemed to be necessary by previous checks have been implemented. 
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Based on the methodology its assimilated, the Authority has also instituted an orderly 
process of planning for IT divisions. Over the last three years, we completed the procedure of 
collecting ministry working plans from all government ministries and institutions under the 
guidance of the Authority and we sent our opinion to the directors general of the ministries 
about their ICT plans.
As a derivative, we set out central catalogues of systems and providers that can serve government 
ministries and we issued key documents (overview).3

The Government ICT Authority set up a risk management system and formalized a risk survey 
procedure to be carried periodically in government ministries and institutions. The Authority 
appointed a chief government IT risk manager and a manager charged with IT risk management 
in government ministries. Their responsibilities were defined and regulated, and IT risk 
management processes (excluding data and cyber security) were carried out in eight ministries.
The Government Information and Communications Technology Authority oversees and reviews 
projects defined as significant. Over the course of the year, extensive cross-government activity 
by management and professional forums, knowledge communities, and professional workshops 
was carried out.

5.7 Cyber Defense
Given cyber threats and based on the strategic plan of the Government ICT Authority, the 
Government Cyber Defense Unit (GCDU) has in recent years worked to establish a government 
command and control center.
Among its various tasks is the formulation of a current government assessment of aspects of 
cyber defense and the provision of responses to cyber incidents.
In the context of the national CERT, the GCDU and Government ICT Authority have established 
the government SOC, while building capabilities specifically designated for and adapted to the 
government for responding to threats it faces.
Government ministries and institutions, including the E-Government Unit, submit SOC reports to 
the government relating to cyber defense, including incidents, threats, vulnerabilities, malware 
and more.
The GCDU coordinates an advisory committee for government ministries on the transition of 
government systems to public cloud infrastructures. In recent years, dozens of systems have 
been presented to the committee, which then rendered its opinion on them.
The GCDU is charged with issuing the professional directives on cyber data security to the 
government and has issued dozens of directives in the field.

5.8 Leadership and Excellence
The Government ICT Authority continuously work to advise the Civil Service Commission on 
various IT management topics, core issues, and other subjects relating to the IT divisions of 
government ministries and institutions.
The Government ICT Authority has formalized a mentoring procedure in which veteran CIO’s 
mentor new ones. Such supervision and mentoring are meant to introduce the government 
system and the available tools to new CIO’s so as to allow them to do their jobs in the best way 
possible. Dozens of new CIO’s have been mentored based on this procedure.
The Government ICT Authority collaborated with the National College of the Civil Service 
Commission to graduate the first class of the CIO’s Development Program. The program, which 
ran from 2017 to 2018, included nine study units on a range of leadership, management, and 
professional topics specifically adapted to CIO’s. The program was attended by 21 participants 
who had met certain criteria in a prior screening process.
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6.1  The Fundamental Components of the 
Strategy: Vision, Mission, and Values

This section presents the fundamental Components of the Government ICT Authority’s strategy. 
These Components represent the conceptual infrastructure of the Government ICT Authority. 
They appear in the following diagram representing a strategic overview. The fundamental 
components of the strategy will be described in detail below.

6) Facing the Future
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Diagram 2: The fundamental components of the Government ICT 
Authority’s strategic plan

6.2 The Vision 

The Government ICT Authority will allow the 
government to function as one citizen-centric 
government that places citizens and businesses in the 
center. The Authority will function transparently and 
efficiently, promote innovation, and mobilizes digital 
technologies and data to provide the public with 

reliable service.
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6.2.1 Breakdownof the vision: meta-goals
The vision presents the six meta-goals of the Government ICT Authority, i.e. the goals expressing the 

achievements the Authority strives for.

a) One government placing citizens and businesses in the center
Citizen-centric government

The Israeli government consists of ministries and institutions having separate areas of responsibility. At 

present, these provide services to the public on the basis of a decentralized service concept, which views 

the limits of office responsibility as the limits of the services offered. When members of the public try to 

access services, they must contact several offices and function within different service processes in order to 

receive the required service or realize the right to which they are entitled.

The Government ICT Authority believes that this service concept, created with a view to benefit the ministry  

providing the service, does not allow optimal service to be provided to the public or afford the possibility to 

improve various government processes and make them more efficient.

The Authority persists in its effort to implement a different service approach, one that places citizens and 

businesses at the center and simplifies their interfaces with various government institutions and offices. 

This approach looks at government services from the citizens’ perspective. This “outside in” point of view is 

diametrically opposed to the current approach, which looks at government services from the inside out, i.e. 

from the perspective of the government ministry. 

To change the approach, the Authority will strive to allow service recipients - citizens and businesses - to 

access government service at any time, from anywhere, without having to depend on the ministry providing 

the service.

Technological and regulatory advances in service accessibility, including digital identification, already allow 

service recipients to access all government services via a unified, secure website, simply and at the service 

recipients’ convenience.

Digital government services represent several clear benefits:

Disregard for the government’s organizational structure
Digital services support complex, cross-ministry business processes, making it possible to provide services 

to citizens regardless of the organizational structure and areas of responsibility of various government units. 

Reducing distances and bringing the periphery to the center
Digital services have the potential to close geographical distances and social gaps and bring the country’s 

peripheral areas to the center. They allow the use of many different end devices (desktop computers, laptops, 

mobile phones, tables, self-service stands) at any time, from anywhere, save travel time, and prevent the 

loss of time and product to the economy.

Reduction of social gaps
Digital services have the potential to reduce social gaps by making them available to the entire population. 

For example, it is possible to set up self-service stands in the ultra-Orthodox and Arab sectors, which 

have limited access to the internet, and thus allow these populations, too, to have convenient access to 

government services. It is also possible to adapt digital services to users with disabilities, allowing them 

easy access to government services as well.

Savings to the economy and reduction of the cost of services
The cost of a digital action is inestimably lower that the cost of the same action taking place in person with 

a government representative. Not only that, but the indirect costs to citizens and businesses involved in 

face-to-face interactions - loss of working hours, travel costs, parking costs, etc. - must also be considered. 

Thus, the savings to the economy by transitioning to digital means and the government savings in service 

costs are significant.
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b) Transparency
The Government ICT Authority promotes transparency and openness in accordance with the 
open government principles to which Israel is committed as part of its membership in the Open 
Government Partnership (OGP). To realize the Open Government concept, the Authority will 
work to increase transparency, make government data and databases available to the public, 
include the public more in government decision-making processes, and expand and improve 
transparency of government processes.
Digital technologies are an enabling infrastructure, which is important in promoting the Open 
Government approach. Inter alia, it makes it possible to create effective platforms for sharing 
information with the public and revealing current useful government data.
The Government ICT Authority will work to implement transparency in its working processes and 
to make the working plans of government ministries and institutions proactively accessible to the 
public. Similarly, the Authority will work to implement an open source policy in its development 
processes and in those of government ministry IT divisions.

c) Efficiency
Enhancing efficiency in government ministry and institution IT divisions and service units 
is an important objective of the Government ICT Authority. To this end, the Authority will 
work at several levels:
Governance
The Authority implements governance processes to advance and assimilate current advanced 
cross-government standards and methodologies that support effective management in service 
and IT divisions of government units.
Shared services
The Authority develops and allows re-use of shared components and platforms, thereby 
helping the building of an effective, advanced government ICT system. These infrastructures, 
platforms, and information systems, available to government ministry IT divisions, help reduce 
development and maintenance costs, enhance flexibility, cut down on response times to the 
needs of the various units, and allow IT divisions to focus on the issues where their contribution 
is most significant and where they bring the most added value to their units.
Improving data quality
The Authority promotes the improvement of the quality of government data and the provision 
of advanced tools to data analysis to benefit the nation’s decision makers.
The flow of information among units
The Authority promotes the realization of the fast, efficient flow of information among 
government units, to reduce duplication of data management and ensure they are most current 
and thus most reliable. 
Improving the level of integration
The Authority works to improve integration among IT systems and databases and develop 
advanced, flexible, cross-unit, digital business processes.
Promoting professionalism and excellence of personnel
The Authority promotes professionalism and excellence of the personnel working in the IT 
divisions of government units to benefit the effective management of knowledge resources. The 
Authority created the Developers to the Civil Service program and has begun to realize it. The 
program recruits software experts from the private sector for a defined period of time to create 
advanced technological solutions for citizens and businesses and introduce the latest leading 
technologies into the government’s IT and service divisions.
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Improving acquisitions processes 
The Authority will work with the Acquisitions Department at the Accountant General’s Division and the 

national coordination staff at Digital Israel to promote and improve acquisitions processes and adapt them 

to Israel’s strategic ICT objectives. Acquisition is a critical part in the ability of government unit IT divisions 

to develop data systems and provide service. It is therefore necessary to conduct effective acquisitions 

processes when it comes to innovation solutions and computerized services adapted to the rate of 

technological development.

d) Promoting innovation
The Authority will work to promote innovation on the basis of the understanding that digital technologies 

have become a wellspring of innovation and have great potential for generating economic and social 

benefits to the public as well as to government units. The Authority will act to promote innovation at several 

levels:

• Creating awareness of the importance of innovation to the development of government services and 

supporting such innovation.

• Participating in shared working groups with other parties (acquisitions managers, Digital Israel, etc.) 

in order to formulate an IT acquisitions policy to include reference to acquisitions from startups 

(innovations acquisitions).

• Working to develop a business ecosystem in the GovTech sector to allow the growth and prosperity 

of startups specializing in solutions and products that provide a response to government needs and 

challenges to make it possible for the government to enjoy the fruits of innovation grown by the “Start-

up Nation.” 

• Participating in the construction of a network of digital leaders with the national coordination staff 

of Digital Israel - a network of senior managers who understand the importance of innovation and 

consistently work to i’’’’’mplement it in all government units. 

e) Mobilizing technologies for citizen services 
At present, technology advances faster than ever before. The use of technological tools to perform a vast 

range of action has become natural and obvious, both globally and in Israel. The Government ICT Authority 

views constantly developing digital technologies as an infrastructure that makes it possible to improve 

government services to citizens, businesses, and employees of government units. The Authority will work 

to mobilize these innovative technologies to benefit service to the public and promote high quality and 

efficiency in the work of government units. The Authority will act to promote advanced, innovative services 

and business processes that are as good or better than those provided in the private sector in Israel and 

around the world.

f) Reliable public service
The Government ICT Authority believes that the reliability of digital services to citizens and businesses is a 

key condition for their increased use. The Authority works to enhance citizen and business trust in digital 

government services by vigilant observance of the highest levels of privacy and information security to 

increase the rate of use everywhere and at all times. 

The Government ICT Authority believes that reliable government service is one that ensures that a request 

for service is fully met within a reasonable amount of time without the need for another request. Reliable 

digital service is one that indicates progress in the processing of the request throughout its handling. In 

addition, the Government ICT Authority works to ensure that all digital government services are secured 

and that the personal information of those requesting service is stored safely and securely based on the 

directives of data security specialists and the National Cyber Directorate. 

In tandem with developing new digital services and to continue improving existing services, the Authority 

also faces the challenge of citizens’ transition to using digital government services (increase in the number 

of users and types of use at the expense of face-to-face services). 

Despite the country’s massive investment in the development of a state ICT system and despite the notable 

improvement in existing services to citizens and businesses, the constant need to increase public trust in 

the government remains, as this is a requisite for encouraging greater use of digital services. 
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6.3 Mission

The Government ICT Authority will serves as a professional ICT knowledge and consulting center 
for the government; will work to increase digital system efficiency and promote innovation in 
government offices and units; will introduce advanced technologies; and will work to improve 

government services to the public, reduce the bureaucratic burden, and advance the Open 
Government policy.

The Authority’s mission is defined in Government Resolution No. 2097 cited below:
The Authority’s mission is unique, expressing the need to combine a comprehensive cross-
government Bussiness-Tech body with all the IT and service divisions in government ministries 
and institutions, which are vertical and serve their offices. Combining a lateral view with a 
vertical one creates the ideal conditions for promoting ICT and service at the cross-government 
organizational level in addition to the local one. 
As a cross-government body, the Government ICT Authority will:
Create a cross-government knowledge center for the entire government system to serve as a 
professional consultant to the government and its units in ICT and service;
Enhance efficiency in the government’s ICT by creating methodologies and maximizing the 
synergy among government units;
Place technological services and platforms at the disposal of government ministries and 
encourage the development and use of shared building blocks;
Promote a cross-government policy in innovation; improve government service and reduce the 
bureaucratic burden; and promote the policy and values of Open Government. 

6.4 Values 
This section describes the set of qualities and behaviors the Government ICT Authority 
will strive to assimilate among its employees and among all IT division employees in all 
government units.

a) Innovation
The Authority will work to make innovation an organizational value. The ability to mobilize 
innovation currently in existence in the high-tech market in Israel and the ability to find new 
solutions and think outside the box are fundamental building blocks in developing advanced 
digital services for citizens and businesses. The Authority will strive to impart this value to all IT 
divisions and government ministries.

b) Transparency and information sharing
The Authority views transparency as a value of the highest order in accordance with the 
principle of Open Government. Government transparency and sharing decision-making with 
the public allow an unmediated connection between citizens and public institutions charged 
with providing ser/vice. The informed making of decisions that benefit citizens and businesses 
is made easier when transparency and information sharing with the public are assimilated as 
fundamental values in the work of government offices.
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c) Professionalism and excellence
The Authority will promote professionalism and excellence of its personnel based on the 
understanding that high quality service to citizens and the development of innovative, high 
quality digital services require a high level of professionalism and excellence. 

d) Act now, talk later
The Authority believes in an organizational culture that, first and foremost, stresses the 
importance of completing tasks and meeting goals and deadlines. The Authority will focus 
on performance and the development of cross-government services and platforms; the 
development of tools, work processes, and mechanisms of governance; the formulation 
and assimilation of management methodologies and methods; and the development of 
assessment, supervision, and control mechanisms. All of these will support the activities 
of the IT and service divisions in government units and help them achieve their objectives 
and fulfill their obligations. 

e) IT as a whole
By virtue of its unique function as a cross-government body for all government ministries 
and institutions, the Authority will assimilate an organizational culture that stresses 
the importance of sharing and teamwork. Thus, the Authority will work to establish an 
integrated all-government IT system that intelligently uses shared digital assets based 
on unified, cross-government methodologies and shares the knowledge and experience 
accrued. The Authority believes in the IT; in the Authority’s view, the whole is greater than 
the sum of its parts. Hence the importance of close cooperation between the Authority 
and its partners. The Authority will work to promote this value at all levels: among and 
between Authority employees; between the Authority and IT divisions; between the 
Authority and its many partners in government and beyond; among the various IT 
divisions; and among the IT divisions, their clients in government offices, and the public. 

f) Service orientation
The Authority views excellent service as a vital value. It will ensure to assimilate service 
orientation among its employees, the employees of all IT divisions with which it works, 
and all employees in government units who provide service to citizens and businesses. 
The Authority will work to advance an awareness of the importance of service excellence 
and commitment at several levels:

• In the service provided to citizens and businesses by government units;
• In the service the government unit IT divisions provide to their clients (government 

unit employees, parties outside the government receiving government services, etc.);
• In the service the Government ICT Authority provides to all government bodies; 
• In raising the awareness of the importance of providing high quality service among 

all employees in the ICT system and government service providers;
• In developing service indexes;
• In defining a service level agreement for service recipients  

(in the government and the public).
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The objectives clearly define the issues the Government ICT Authority intends to focus 
on and promote. This definition is meant to help the Government ICT Authority and the 
IT divisions of government ministries and institutions to create detailed annual working 
plans focused on the core issues and supporting their progress. When the annual working 
plans of the government ministries’ IT divisions are received, they will be examined to 
ensure they are congruent with the objectives defined below.

 

7) Objectives 
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7.1 Advanced Digital Services
The Government ICT Authority will continue to lead the Digital First approach, i.e. in developing 
government services, the development of user-friendly, effective, and reliable digital services will 
be prioritized. 
Every new government service will be developed as a digital service and only then, if necessary, 
as a service provided through alternate channels (service centers, offices that are open to the 
public). The Authority will strive to develop high quality, user-friendly, reliable, integrated, end-
to-end digital services that provide a high degree of user satisfaction. The development of digital 
services will be executed while reengineering business processes; it will not focus merely on the 
user interface.
Digital services will be developed as complete processes and provide the user the possibility 
of beginning and completing the process digitally, from start to finish. The Authority will map 
and connect cross-unit processes (i.e. to which several organizations, offices, or ministries are 
partners) so that citizens and businesses can enjoy full service in one continuous convenient 
sitting. Continuity of service will be examined from the citizen’s point of view while studying and 
examining the characteristics of use and connection among the various process components in 
order to create a simple, accessible, advanced process.
The Authority will work to ensure that when digital services are developed the focus will be on 
citizen and business needs so that every service is adapted to citizens and the events in their life 
and the business processes that necessitated the government service. In this way, the Authority 
hopes to bridge citizens’ and businesses’ knowledge gaps and help them be proactive in realizing 
their rights.  

7.1.1 The establishment of personal area that is personally 
adapted to every citizen.

One of the most notable initiatives of the Government ICT Authority in promoting digital 
government services is the development of personally adapted services to every citizen and 
business. The personal area will serve as the one point of encounter between the individual and 
all digital government services and allow a higher quality of service by making data accessible 
and personally adjusting the services to citizens and their life events proactively without the 
latter having to do so themselves. 
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Government ministries have done a great deal to implement the Government ICT Authority’s 
previous strategic plan to digitize all services so that they are accessible at any time from 
anywhere. Nonetheless, the current state of affairs requires the request for service (by a citizen 
or business) to choose among dozens or hundreds of services to find the relevant one and to 
receive updates on the status of handling of the request via many ministry operations websites.
The Government ICT Authority believes that this approach to service does not sufficiently benefit 
those needing service. The more rigid the separation between offices and ministries, the harder 
it will be to offer advanced services.
The personal area that the Government ICT Authority launched in 2018 is yet another upgrade to 
the citizens’ user experience. The personal area allows citizens to access services and realize their 
rights simply, reliably, and conveniently, from any device, at any time.
In addition, realizing government services digitally, which obviates the need to be physically 
present in a government ministry, renders the concept of “Israel’s periphery” meaningless in 
terms of accessing government services and reducing gaps between the outlying areas and 
socioeconomically disadvantaged community, on the one hand, and the country’s center, on 
the other. Far from the center, government services have traditionally been available only in the 
larger towns, which posed real hardships on anyone seeking to access them. 
The Government ICT Authority will work with government ministries and institutions to expand 
the use of the new personal area and shift identified government services to this area.
The Government ICT Authority will strive to implement the One Government vision when it 
comes to serving citizens and businesses, and provide all government ministry services identified 
with one area in that area, regardless of what ministries or offices are in charge of the various 
processes.
The Authority will act to redesign government services to construct the service processes 
digitally from start to finish, while leveraging existing technological abilities to make the service 
more efficient and effective. The Authority will thereby improve the current state of affairs, which 
requires one to attach authorizations and supporting documents to one’s request.

7.1.2 Creating a personal area for a business

The report of the Committee for the Improvement of the Business Environment of June 20188 
formulated by the Accountant General at the Ministry of Finance and several government staff 
bodies, including the Government ICT Authority, notes that in the last decade, since the World 
Bank started including Israel in the Doing Business Index, Israel was ranked 54th in the World 
Bank report based in 2017 data. This ranking reflects a cumulative drop of 21 places in the Doing 
Business Index over the last five years alone, and 25 places since 2009. In practice, Israel’s poor 
ranking on the Doing Business Index means that businesses encounter a heavily regulated 
environment coupled with a cumbersome bureaucracy, requiring a high level of reporting and 
many interactions with various government offices.
The lack of uniformity and standardization among ministries and especially the lack of access to 
online processes, place another burden on the business and industrial sectors in all stages of the 
lifetime of a business. 
Inefficient processes, superfluous costs, and duplication of demands from businesses result in all 
businesses having to interact with several different parties and adapt themselves to each of the 
different demands in the processes, making it difficult to do business in Israel. 
This has a negative impact on business productivity, because business owners and employees 
must individually contact each of the government offices involved in a certain process; sometimes, 
this must be done individually or physically. Likewise, users must meet the varying demands 
of each ministry. Alternately, a business retains the services of a consultant or mediating party 
whose job is to deal with the government’s bureaucratic demands and who is responsible for 
shepherding the service request through the system.
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The Government ICT Authority will work to establish a personal area for businesses that will 
provide a unified response to all business needs seeking services from government ministries 
and institutions.

7.1.3 Ask Once policy

Often, when citizens and businesses receive government services, they must first submit 
personal information and documents issued by another government institution. This demand 
forces citizens and business owners into the role of courier transmitting data between different 
government institutions. 
This cross-government issue, which encompasses many government and public bodies, 
affects citizens and businesses; it touches on many processes and therefore impacts a range of 
population groups, especially disadvantaged groups needing many services from government 
institutions. 
This situation - the lack of information sharing among government ministries and institutions - is 
one of the factors making the bureaucratic burden on the public even heavier as it creates less-
effective and more drawn-out processes. A clear remedy would be digital information sharing 
among government bodies, a condition for improving government service to the public and 
increasing the efficiency of government work. 
Cognizant of the problem, the Government ICT Authority and the Ministry of Finance have 
promoted Government Resolution No. 19337, which deals with the improvement of government 
data transfer processes. The resolution defined the Ask Once policy for government ministries 
and institutions. This policy seeks to relieve citizens of the need of having to pass information 
around government offices, determining instead that such data transfers should be effected 
digitally among the offices themselves.
On the basis of this resolution, the Authority will work to complete the processes necessary for the 
change, both in terms of organizational processes and in terms of the supporting technological 
tools.
The Authority will expand its activities in the field while setting ambitious, measurable goals 
for ministries to realize the government resolution and complete the transition to the Ask Once 
objective.
Given the approach of the Government ICT Authority, according to which it is necessary to apply 
caution and proportionality when it comes to the transfer of data among government offices and 
to take the most stringent data safety and security measures, the Authority will work together 
with the National Cyber Directorate to shift government data services to a secure data backbone 
, which will go online during 2019.

7.1.4 Digital government anywhere

Israel is ranked second in the world in the prevalence of smartphones. More than 83 percent of 
the adult population in the country have a smartphone. Many citizens already access the gov.il 
website from their mobile devices. Accordingly, the Authority views the development of tools and 
services which are suitable for use on mobile devices in addition to those for PC environments as 
a key axis of progress for development over 2019-2021. 

7.1.5 Solutions for populations with little access to  
the digital world

Despite the great benefits of digitizing services, the Government ICT Authority recognizes that 
certain population segments do not have any or full access to the internet and the digital world. 
Therefore, the Authority will work to create solutions specifically designated for these sectors, 
such as kosher self-service stands for the ultra-Orthodox, who do not have internet on their 
mobile devices, self-service stands for sectors with limited access to the internet, and so on.
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7.1.6 Digital innovation

7.1.6.1 Innovation lab

The Government ICT Authority will work to develop a business ecosystem in the GovTech 
sector to allow the growth and prosperity of startups specializing in solutions and products 
that provide a response to government needs and challenges to make it possible for the 
government to enjoy the fruits of innovation grown by the “Start-up Nation.” 
To achieve this, the Government ICT Authority and the Innovation Authority will publish 
a support channel for startups for R&D of products close to being market-ready and offer 
its infrastructure and work environment and those of the IT divisions in government 
ministries to carry out proof-of-concept processes for such products designed to provide 
solutions to challenges the Authority will define. 
In addition, the Authority will examine the option of establishing an accelerator together 
with stakeholders in civil society (the Joint) and business sector (high-tech corporations). 
The accelerator would provide entrepreneurs and early stage ideas with an development 
and business environment that would support the construction of a technological 
archetype designed to respond to the challenges in digital services to the public.

7.1.6.2 The Hebrew language corpus

Throughout the world, the use of personal virtual assistants operated by voice commands 
is growing. Personal assistants, like Apple’s Siri and Amazon’s Alexa, carry out a range 
of actions, from looking for information on the internet to operating advanced smart 
homes with only vocal commands. In the near future, these virtual assistants will be able 
to complete more complicated tasks, such as filling out digital forms, making online 
reservations, and more. As of today, these assistants are not available to Hebrew speakers, 
and therefore their use in Israel is limited to speakers of foreign languages.
The Government ICT Authority recognizes that the ability to operate many services by 
voice command is essential, representing the next stage in digital services to citizens. To 
allow the use of existing virtual assistants, the Government ICT Authority will work with 
academic research institutions and other bodies to establish the Hebrew language corpus. 
This will make a linguistic analysis by these software programs possible and lead to the 
possibility of operating them also in Hebrew. The construction of the Hebrew language 
corpus is a necessary first step in creating digital services for the public based on vocal 
commands in Hebrew.

7.1.6.3 Open source

The Government ICT Authority views the use of open source in the government as a great 
positive. Open-source solutions rely on mobilizing a global community of developers 
to constantly improve products and allow the optimal use of a large range of solutions 
without having to rely on the solutions sold in traditional licensing formats. Therefore, 
the Government ICT Authority encourages government ministries to examine and adopt 
open-source solutions for digital government solutions.
Similarly, the Government ICT Authority encourages the release of government code as 
open source. This is a unique and innovative move in the public sector. This revolution, 
formulated together with the Intellectual Property Authority in the Ministry of Finance, 
is groundbreaking in the Open Government approach in Israel and globally. The 
move includes concession of the code as intellectual property, which to date was the 
government’s, for the public’s benefit. The government code is the product of thousands 
of personnel hours invested in the government sector. The Authority encourages the 
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community of developers to examine the government code that will be released, propose 
suggestions to improve it and enhance its efficiency, and identify data security problems 
to be reported to the ministries.

7.1.6.4 Digital legislation

The Government ICT Authority believes that the digital vision proposed herein, its values, 
and its objectives will not be completed without appropriate legislation that will take the 
vision and the country into the future, to position the nation as innovative, digital, and 
groundbreaking also in the public and government sectors. 
In a world where the law always lags behind at increasingly greater gaps compared to 
technology’s progress, and where a lively discourse on digital rights is taking place 
focusing mainly on the repositioning of familiar human rights (the right to privacy, 
freedom of expression, etc.) in the digital context, the Government ICT Authority sees the 
promoting of legislation in the field as a desideratum of the highest order. This legislation 
would redefine digital rights as the right of every person to receive digital services. 
This seemingly simple right encompasses all the significant values detailed above. In the 
current era, it hardly needs saying that providing digital service to the public is simpler, 
more efficient, and more convenient than in-person service for both the public and the 
public institution. Defining the right to provide digital services in the law enshrines a 
fundamental norm embedded in the digital era and the spirit of these times. 
The digital legislation that the Government ICT Authority and the Legislation and 
Consulting Department (Civil Law) at the Ministry of Justice seeks to regulate the right to 
provide digital services, on the one hand, and apply a legal obligation on public bodies to 
implement that right. Beyond this, it is also necessary to adapt existing legislation to the 
digital era. In cases where there is no possibility of providing digital services because of the 
language of the law on the manner in which these services must be provided, written to 
fit the physical world (e.g. the need to identify oneself before a clerk; coming in person to 
an office for service; handing in a form to a clerk; providing an affidavit before an attorney, 
etc.), it is necessary to set a legislative regulation in place that would make it possible to 
provide digital services even in these cases. This would be subject to an examination of 
the relevant purposes of each particular service and realizing them by digital means at a 
level of certainty sufficient for the circumstances of the particular matter (e.g. instead of 
identifying oneself before a clerk it would be possible to fulfill the identification demand 
and the purpose of verifying identity by means of a digital identification system). Moreover, 
it is necessary to determine standardization of digital solutions in legislation that the 
Government ICT Authority is working to promote, such as a public digital mailing to serve 
as an alternative to snail mail and registered mail, or a national system of identification to 
provide digital long-distance services requiring identification. 
Similarly, it is necessary to enhance digital services, partly by enshrining in law the Ask 
Once policy, strengthening transparency, and increasing the economic potential inherent 
in public data by means of making public databases available to the public. 
Obviously, legislation consists of various arrangements expressing the complexity of 
Israel’s multicultural society where certain communities, for different reasons, find it 
difficult to access digital services. The law would arrange appropriate solutions for these 
population segments too. 
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7.2 Shared Services
As part of realizing this objective, the Government ICT Authority will work to turn 
similar services and components serving the IT divisions in government units into shared 
components. At the same time, the Authority will work on the central development of 
shared technological components, applications, platforms, and infrastructures to benefit 
cross-government use by IT divisions (develop once, use by many).
This supporting objective will help the following: reduce development and maintenance 
costs; make development processes more efficient; increase flexibility; improve 
integration of government unit information systems; ensure more rapid development of 
business processes and digital services in government units; reduce duplications in the 
development of similar components for different units; achieve standardization through 
the use of shared building blocks; consolidate infrastructures and technologies; and ease 
sharing of data, processes, and applications among government units. 
Among the shared infrastructures and services the Authority has generated for IT divisions 
in government ministries are the following:

7.2.1 The unified website
The Government ICT Authority believes that, as One Government, the service the 
government provides its citizens and businesses must be given in a form that is unified, 
simple, and intuitive. The unified website gov.il serves this goal, providing identical 
appearance and behavior for all ministries hosted on it and all services offered through it. 
The website was built so as to make government information and services available to the 
public in a simple, easy, and fast form. 
At present, the website contains very many government ministries, and new ministries are 
constantly being added. The website contains some 1,000 service and information pages 
for government ministries and institutions hosted on it. It provides a very high level of 
data security and cyber defense for all services hosted. The website is the government’s 
public face on the internet and as such it must be improved and updated all the time. 
The website enables ministries to make information and services accessible to the public 
in several languages, supporting Hebrew, Arabic, Russian, and English. Over the course of 
this coming year, support in French will be added. The website can be viewed and browsed 
using a variety of platforms and methods: on PC, mobile device, and all types of tablets. 
The website allows visitors to read information and access government services from 
anywhere at any time without having to go to physical offices open to the public.
Over the next few years, the Government ICT Authority will work to bring all government 
ministries and institutions into the unified website and allow the entrance of other bodies 
such as the Knesset (Israel’s parliament), the National Insurance Institute, and the 
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Employment Bureau. In addition, we are developing new capabilities, such as presenting 
cross-ministry information and processes by appropriate cross-section to allow viewers 
to see information generated by more than one ministry.

7.2.2 Forms server
The government’s forms service allows users to generate online forms, replacing the 
traditional paper forms. The service has already made more than 500 forms available 
online, and dozens more are added every year. The Government ICT Authority has set up 
a new forms generator that gives self-service to ministries and institutions.
Furthermore, during 2019, we will begin the process of entering all forms under the Ask 
Once service. Access to an online form will be possible after identification, which will 
lead to the automatic entry of all information already existing on the use in government 
ministries as an alternative to attaching documents and authorizations needed from 
various government entities. This will save citizens the need to repeatedly reenter the 
same information already entered previously (at ministries, on forms) and realize in 
practice the Ask Once policy.

7.2.3 Payments server
The government payments service enables government ministries and institutions to clear 
and collect payments digitally, securely, and in a unified manner. The payments server 
allows every ministry to set up a virtual store to collect fees and debts. Setting up the 
payments server saved government ministries the need to create a separate platform 
individually. This represents an essential infrastructure for developing further advanced 
digital services simply and rapidly.
The government payments service clears more than NIS 65 billion annually for a great 
many government ministries and institutions. The service enables citizens to pay using 
a variety of payment options and eliminates the need to go in person to a government 
ministry or the post office to make payments. To continue to improve the payments 
service and allow payment via more advanced means, the Government ICT Authority has, 
in coordination with the Accountant General at the Ministry of Finance, issued a tender 
to acquire a new advanced product. Our plan is for the new product, which is meant to 
enable simpler and more secure payments using a wider range of channels and affording 
greater convenience to the public, to go online in 2019. Moreover, the product will meet 
the advanced EMV standard.

7.2.4 Identification system
The Government ICT Authority believes that the ability to securely identify citizens, 
businesses, or their representatives makes it possible to access more advanced, tailored 
services. A secure identification infrastructure is the foundation for the ability to ensure 
that whoever is requesting the digital service is in fact the one entitled to it. 
Government Resolution No.52960 of August 6, 2017, promoted by the Unit for Biometric 
Identification and Applications at the Prime Minister’s Office, regulates the secure 
identification mechanism required to meet the appropriate data security standards. 
Therefore, the Government ICT Authority is setting up an identification system that 
allows secure identification from any device and platform for all government services, 
without exception, simply and efficiently, by means available to all citizens.
The government identification system consists of a registration stage (a one-time 
registration process that makes it possible to receive user information) which is executed 
through the involvement of two databases for identification or by means of a smart ID 
card should the user possess one. After registering, the user will receive a user name and 
password for using digital government services in the future.
At present, several such services are already in operation. These serve more than 250,000 
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citizens who access them safely, securely, and simply. 
One of the Government ICT Authority’s objectives is to enable all services via full 
identification and the Authority has therefore issued a tender for acquiring an 
identification system that will make this possible. During 2019, the new system will go 
online and make user identification possible as citizens but also by other classifications: 
profession, office-holder, with a mobile PKI device, as new immigrant, as foreign citizen, 
and so on.

7.2.5 Digital government notification service 

The Government ICT Authority believes that a direct digital connection between the 
public and the government will improve digital services for all, make contact simpler from 
anywhere and at any time, and reduce the bureaucratic burden citizens now bear for the 
sake of keeping and filing letters and memos. To promote this approach, a system called 
MAANEH (Hebrew acronym for notification management system) was set up. 
MAANEH allows for an unmediated digital connection between government ministries 
and the public, based on citizens’ contact information. The system allows for government 
offices to generate proactive, accurate contact with citizens, thereby realizing the 
approach of providing multi-channel services. The system sends personal notifications 
from government entities by a variety of channels of distribution: email, text messages, 
and voice messages. 
Using MAANEH, government ministries will be able to notify members of the public of 
any update or change relevant to them in real time as well as keep one another informed 
of the notifications already sent to members of the public.
Over the next few years, the Government ICT Authority will continue to fine-tune MAANEH 
so that it will interactively and securely support the dissemination of notifications to the 
public. The Authority believes that this means of contact will eventually become the 
main way the government will communicate with citizens and lead to better services and 
more efficient work of government ministries currently busy with informing citizens by 
sending them paper documents. 

7.2.6 Government, public, and hybrid cloud configuration

The Government ICT Authority will work to expand the government’s use of cloud services. 
These technologies will accelerate government ministries’ capabilities to provide digital 
service to the public and businesses. Among their many advantages are:
Directing resources and focusing on ministries’ core processes;
• Accelerating the establishment of infrastructures for application and reducing the 

need for special tenders;
• Assimilating standards for infrastructure management and information security 

embedded in the services;
• Improving the quality of IT systems and infrastructures (technologically, survivability);
• Making IT as a whole for efficient in terms of acquisitions (hardware, software, 

services, personnel) by transitioning to services consumption;
• Assimilating innovation and advanced solutions;
• Saving of resources because of the size advantage and the elimination of duplications 

(consolidating DC, communications network).
The Government ICT Authority strives to expand the use of public clouds wherever 
possible. The Authority sees the use of cloud technology as a valuable tool as it enables 
the acquisition of services, eliminating the need to buy, install, and maintain hardware in 
ministries. Often, it also saves the need to self-develop software products. Therefore, 
the Authority, in conjunction with the Privacy Protection Authority in the Ministry of 
Justice and the Cyber Defense Directorate, established a special public cloud consulting 
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committee to discuss ministries’ requests to use cloud services and issue appropriate 
recommendations, based on the critical nature of the data and processes existing in these 
systems. The Authority strives to allow the transition to public cloud use for systems that 
do not deal with sensitive, private, or classified information.

For other systems containing sensitive, private, or classified information the Authority 
will work to establish a government cloud that will provide a secure, highly survivable 
infrastructure, which will provide continuous service in cloud format. The Authority 
views the establishment of a government cloud as a progressive, supportive step that will 
accelerate government ministries’ capabilities to develop further advanced digital services.
The Government ICT Authority views the establishment of a public cloud infrastructure 
within the nation’s borders as a great positive. Such an infrastructure, to function in 
data residency format, will prevent data leaks outside national borders and ensure that 
any private information in it is protected by the nation’s laws. The establishment of this 
infrastructure will make it possible for the government sector, public sector, and Israeli 
economy as a whole to make extensive use of cloud services. The Authority will work with 
its partners in government and the public sector in general to promote this goal vis-a-vis 
international cloud providers. 

7.2.7 Information backbone

The Government ICT Authority and the National Cyber Directorate are promoting the 
establishment of a cross-government infrastructure, managed and encrypted for data 
sharing and transmission. The data backbone will be based on the realization of the 
approach calling for making data accessible from the field of API management.
The data backbone will make it possible to improve the flow of information among 
government units by making it more efficient and fast. This will eliminate duplications 
in data management and enhance data reliability, security, and relevance. The system 
will improve integration among IT systems and databases and develop advanced, flexible, 
cross-unit, digital business processes.
Furthermore, the backbone will help create secure database access and environment and 
a security envelope, specifically for sensitive databases managing data and processes 
critical to government ministries’ ability to function.
The backbone will lead to savings and enhanced efficiency because of the use of 
shared services. It will allow reuse of interfaces by many data consumers, eliminating 
the need to develop separately specific interfaces for every consumer, thus helping to 
build an efficient, advanced government ICT system. The backbone will also allow data 
management and security, particularly when it comes to aspects of securing sensitive 
personal information.

7.2.8 Cross-government work environment

The Government ICT Authority believes that when it comes to government data, 
management, security, and search capabilities are crucial for data preservation and data 
transfer among authorized parties. Therefore, the Authority set up its SAAR system 
(Hebrew acronym for “cross-government work environment”). SAAR allows all government 
ministries and institutions to manage data files simply and intuitively. SAAR makes it 
possible to preserve, search, archive, and retrieve unstructured government data. 
The system, initially designed to allow government ministries to manage documents, 
expanded so that it can now manage documents directly through the browser with 
a component installed on Outlook. These two options allow for optimal document 
management for end-users in ministries. All users can select the option that is convenient 
for them and have access to the same advantages.
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7.3 Data Management and Extraction
At present, data is a critical building block in decision management and making. 
Organizational data accumulated in every entity represents the infrastructure for the 
conduct of the organization as a whole. Data is often defined as the “new oil” (attributed 
to Clive Humby) in the sense that it represents the fuel impelling an organization into 
action and that it contains the fundamentals allowing the organization to improve and 
advance.
The Government ICT Authority, recognizing the importance of government data, both for 
the sake of the government’s optimal functioning and for the sake of optimal adaptation 
of services to the public’s needs, has created a new standard for a senior management 
position in the Authority, to serve as the Chief Data Officer for the government. This 
position will be known as the Government Data Architecture Director. The person to hold 
this office will be in charge of regulating government data and increasing its use to create 
services that are personally adapted to citizens and businesses, as well as to get the 
government to make data based decisions.

No one can doubt that the preservation of government data is a key condition to enable 
governance and continuity in government entities. The use of SAAR allows government 
ministries and institutions to preserve and catalogue government products. The 
system can preserve a range of digital formats, becoming a government knowledge 
and information source allowing the sharing of cumulative knowledge within and among 
ministries.
Over the next few years, new SAAR capabilities will be developed to allow mobile 
devices to use the system, share documents, and do advanced editing on them. The 
system serves more than 5,000 users in government ministries and institutions. The 
Government ICT Authority will continue its efforts to extend the SAAR system to all 
government ministries and institutions.
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7.3.1 Managing and regulating government data

The Government ICT Authority believes that the way to receiving high quality, accessible 
data throughout the government is, first of all, by appropriate data regulation and 
management. Therefore, the Authority will work to map the key data entities currently 
in existence in various government ministries and offices. It will instruct the ministries 
as to the ownership of the data for every entity, so that the update of any data entity 
happens only in one single location in the government via online interfaces. The Authority 
will make available to the ministries platforms such as the data backbone  to optimize the 
set up of these interfaces.
The Government ICT Authority will work to regulate the manner new data systems are 
designed so that the subject of data management and the construction of high quality, 
easily usable data systems will be addressed at an early stage of the system’s design.

7.3.2 Government data in the service of the public

Government Resolution No. 19337 of August 2016 stated that the government work to 
release government databases for public use and that the government is the entity charged 
with preserving them for the public. The resolution determined that it is necessary to 
operate on the basis of an open data by default policy and allow the public access to all 
databases that are not classified and whose revelation will not violate anyone’s privacy.
The Government ICT Authority believes that government data is of great value to entrepreneurs, 
and is therefore working ceaselessly to make as many databases as possible open to the 
public. Moreover, the Authority engages in cross-sector consultations and collaborations 
to encourage the use of databases already open to the public, by means of hackathons, 
competitions, and more.
The Government ICT Authority established the data.gov website where government 
databases are open to the public. This platform is regularly updated to improve and adapt 
it to the growing use of government databases.

7.3.3 Data-based decision making

The quantity of data already existing in government ministries and being added on a 
daily basis is forcing an organizational paradigm shift: no more reports using just some 
of the data, but big data analysis and the use of advanced tools to sift the wheat from 
the chaff and find the data relevant to every decision making juncture.
The Government ICT Authority believes that government data is a critical tool and that its 
analysis with advanced tools will represent a meaningful leap in the entire government’s 
ability to generate a high quality, comprehensive situation assessment and arrive at 
better decisions for Israel’s citizens. This is true of data in any single ministry, and all 
the more so for cross-ministry data.
The Government ICT Authority will examine possibilities of using advanced methodologies 
and tools, such as machine learning, to analyze government data and set up central 
solutions for data analysis to benefit all ministries. Furthermore, the Authority will work 
to assimilate a recognition of the importance of data in government decision making. 
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7.4 Leadership and Excellence
As in any other organization, the government’s ICT personnel are the organization’s 
foundations. Any change or development is fundamentally generated by people. The 
Government ICT Authority views its personnel as its key resource in realizing its vision. 
The Authority will create activities, infrastructures, and projects to develop high quality 
personnel and work to attract and nurture high quality human capital at the forefront of 
technology, innovation and creativity. The Authority will strive to create a situation in 
which service in government ICT will be a source of professional pride, and will work to 
develop career training and promotion tracks to ensure that the knowledge and skills in 
government ICT are adapted to the rate of technological development.

7.4.1 Developing professionalism and excellence
The Government ICT Authority greatly values the development of infrastructures 
to ensure professionalism and excellence of existing personnel, attract excellent IT 
professional, ensure the skills needed in the government IT work, and reduce the IT 
capabilities gap between the business sector and the public sector. This is based on 
the understanding that skilled, professional human capital is critical to developing 
solutions and providing advanced digital tools constructed on advanced technological 
infrastructures. The Authority will work to plan long-term career advancement tracks 
in strategic position in government ICT; construct training platforms for existing 
personnel; fine-tune existing recruitment processes for government ICT; develop tools 
to onboard new, excellent human capital in the government; and sharpen the business 
skills of ICT senior personnel. The Authority will launch a program called “developers for 
Government Service,” which will make it possible to recruit experts from the private 
sector to spearhead technologies for the development of advanced digital services in 
government ministries to promote a technological revolution in government services and 
generate significant improvements in services to the public.

7.4.2 Promoting and positioning the status and functions  
of government CIO’s
Leading organization in the Israeli and global markets have realized that a digital strategy 
and digital transformation processes are an inseparable part of the business core of 
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every organization. The director in charge of all information systems fields and digital 
processes is a partner of the highest order in the attempt to promote the organization’s 
strategy and daily agenda. It is therefore necessary that s/he be part of the ministry’s 
senior management. The Government ICT Authority considers the promotion of digital 
transformation processes to be a critical step in improving the government’s ability 
to provide optimal services to the public and to businesses and the inclusion of the 
IT division’s director (CIO) as a significant partner in leading strategic processes of 
government ministries to improve services to citizens and businesses. The Authority 
will work to train and promote IT division directors (CIO) in government ministries and 
institutions not only professionally, but also managerially and will include them in the 
senior management’s training. The Authority, the Civil Service Commission, and the Wage 
Regulator in the Ministry of Finance will work together to support the status of IT division 
directors in the government and position them as senior managers in the ministry and 
leading personnel representing professional authority in ICT and digital technologies. The 
Authority considers this period of time - a time of global technological boom - as critical 
for developing data systems and technological capabilities to improve service to the public, 
and will therefore act to create a strong, experienced, high quality management structure 
during these crucial years. The Authority will work to update and adapt the full range 
of IT jobs in government ministries to create strong, forward-thinking, and exemplary 
management capabilities also at the mid-management levels of government ministry IT 
divisions, including the addition of core jobs and updating the salaries of IT employees in 
government service.

7.4.3 Training senior ICT managers
The Authority views IT division directors as part of ministries’ senior management and 
natural partners throughout the strategic steps being undertaken in government offices. 
Therefore, the Government ICT Authority has collaborated with the National College of 
the Civil Service Commission to create a training program for government CIO’s as part of 
the senior management’s training. The program, whose first class graduated in May 2018, 
covered a range of subjects related to senior management in general and government 
management in particular, as well as professional issues in IT and innovation. The Authority 
will launch the second class of the program a as early as 2019. Moreover, the Authority will 
continue working with the National College to create further specifically tailored programs 
for other core jobs in ICT and IT divisions representing a pool of IT management talent for 
IT division directors and other senior positions in government IT.

7.4.4 Developing models for employing ICT personnel
The Authority will work to adapt methods of employing workers and service providers 
in government IT to the needs of government IT units. The Authority will work with 
the Civil Service Commission, the acquisitions manager in charge of computer services 
tenders, and the Budget Division and Wage Regulator in the Ministry of Finance to 
create an optimal internal mix to be implemented in IT division to incorporate service 
acquisitions with execution roles alongside the permanent employment of management. 
This mix will make it possible to adapt government IT units to ongoing, changing future 
needs, while maintaining management responsibility for personnel who determine policy 
and permissions of national assets. The Authority will work to make working methods 
with service providers more efficient, from quick, professional, high-quality acquisitions 
processes, through training for the field of the particular office’s endeavor, to provider 
assessments in order to improve the quality of service providers for the government’s ICT 
needs.
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7.5 High-Quality Service
The government provides a vast range of services to the public via several service channels: 
digital, phone, in person, etc. The public expects high-quality, fast, convenient service in 
all these channels. The Government ICT Authority will promote the objective of providing 
high-quality government services and serving as a source of knowledge and professional 
authority for the field. The Authority will promote high-quality service provision by the 
following means:

Advanced Service Policy
The Authority will work to implement a service policy that views service recipients as 
customers and places them at the center, while continuously striving to improve customer 
satisfaction and adapt services to all customer and population segment needs.
Setting Standards and Levels of Service (SLA)
The Authority will issue binding standards to government entities on providing service to 
the public. The standards will refer to availability and accessibility, how information about 
services is disseminated, how queries are dealt with, and the service providers’ skills.
Promoting Professionalism of Service
The Authority will formalize service as a profession, based on the understanding that 
professionalism in service will result in better-quality services for the public and in better 
coping with processes of change. To make this happen, the Authority will empower relevant 
office holders through professional training and learning forums and communities, and 
will raise awareness of and promote innovation in service. 
Leadership and Partnership in Management Changes in the Service Field
The Authority will improve government service by engaging in cross-government processes 
to improve services for the public and by tracking improvement of service processes in 
government entities.
Making Information Accessible to the Public
The Authority will continue promoting and fine-tuning the government’s central hotline, 
which will serve as the public’s main point of access to general information about 
government institutions and the services they provide. The hotline will also provide 
information on cross-government service processes involving several government 
entities.
Measuring Service Quality
The Authority will carry out regular standards assessments of service quality in 
government entities and make the results known both to the entities and the 
public, part of the effort to enhance transparency and encourage government units 
providing service to improve. 
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7.6 Open Government
Government Resolution No. 20974 of October 10, 2014, stated that the Government 
ICT Authority would be in charge of Open Government activities and coordinate 
staff work on the topic: the Accessible Government Unit, the Government Freedom 
of Information Unit at the Ministry of Justice, the Governance and Society Division 
at the Prime Minister’s Office, and the Unit for the Improvement of Government 
Public Service at the Government ICT Authority. 
The Government ICT Authority will work to promote Open Government principles as 
determined by the Open Government Partnership (OGP), which Israel’s government 
joined in 2012. 
Transparency and Reporting 
Making data of public importance accessible to the public, based on the idea that 
data maintained by the government is a public resource and the government must 
provide maximum access to it; making personal government services available 
while enhancing freedom of information, transparency, and reporting in the public 
sphere.

Information Sharing with the Public
Sharing important government planning and execution processes with the public 
to improve decision-making processes and the government’s execution of policies, 
and to strengthen public trust in governing systems.

Accountability
Increasing public oversight of government performance and allow the public to 
exercise its right to examine and critique the performance of publicly elected 
officials and government ministries. 

Application of Innovative Technologies
Implementing innovative data technologies and developing new technological 
tools capable of fine-tuning public government services, the flow of government 
information, and the discourse between the public and the government.
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The Government ICT Authority will work to implement Open Government principles 
and the working plan for 20172019- as submitted to the OGP in all government 
entities and will support cross-sector working teams to track and oversee progress 
on the Open Government initiative in the Government ICT Authority. These teams 
will oversee the Authority’s work of digitizing government services and making 
government databases accessible to the public and will also be partners in planning 
policy and services and in their execution and implementation processes. Later on, 
the Authority will formulate a future working plan for 2019-2021, its goal being to 
increase the number of government ministries announcing their commitment to 
promote Open Government. 
The Authority will continue to raise public awareness of Open Government to 
generate more public demand for access to information and databases, include the 
public in government working processes, and release information on government 
performance. This will be effected by spearheading conferences, events, and 
competitions, public participation events and online public participation processes, 
and publicizing data measured by the Government ICT Authority on the government’s 
service performance and digital take-up, i.e. the extent to which digital services 
have penetrated the public. 
In addition, the Authority will work to include civil service organizations, 
governments, partner governments, and international research institutions to 
develop a method for results-based measurement of government activity and 
the government’s obligations in the Open Government policy, and the effect of 
activity in Open Government on long-term objectives: raising the public’s trust in 
government, increasing the public’s influence on government work, and promoting 
the One Government approach*. 

*These long-term objectives were determined through a process of 
public consultations in which the Government ICT Authority engaged 
while writing the international working plan for 2017-2019. 
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7.7 Cyber Defense
In the digital era, the level of confidentiality, integrity, availability, and survivability 
of data affect the normal functioning of government ministries and institutions 
and that of computer systems processing and storing that data. These computer 
systems, including all auxiliary media and equipment, are a major asset of 
government ministries and institutions, and it is necessary to protect them just as 
other valuable government assets are protected.
Effective cyber defense helps reduce the risk of damage to public data managed by 
the government and consequently damage to the normal functioning of government 
ministries and institutions, including damage to services for the public. 
The Government ICT Authority will work with YAHAV (Hebrew acronym for the 
government’s cyber defense unit) to formulate a full government approach to cyber 
defense, including mobilizing government ministries on behalf of cyber defense and 
increasing their commitment to protect government data. The Authority will promote 
meeting binding cyber defense and data security standards; determine paths of 
action to implement cyber defense in ministries and reduce the gap between real 
cyber defense and ideal cyber defense; raise awareness in government ministries 
of the importance of cyber defense in their offices; and work to regulate the cyber 
defense authority of office holders and constantly improve cyber defense in the 
government.
As the guiding entity for government ministries and institutions, YAHAV will work 
to implement major cyber defense processes while creating infrastructures for 
ministry procedures by means of instructions and oversight. YAHAV has set up 
a government SOC (security operations center) to deal with cyber threats. It will 
also formulate routine situation assessments of cyber defense in government and 
provide responses to cyber incidents. YAHAV will include other ministries in the 
SOC and expand its collaborations with the national CERT and SOCs from other 
sectors.
YAHAV operates in coordination and cooperation with the National Cyber 
Directorate.
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7.8 Governance
Government Resolution No.4 2097 defined the functions of the Government ICT Authority. 
Among these were: “setting standards of data technology and helping to assimilate them 
in IT divisions of government ministries and institutions; formulating a methodology 
to manage the lifecycle of data systems and to efficiently manage IT projects, 
infrastructures, and processes, and making advanced tools available to implement that 
methodology in IT divisions; supporting and overseeing significant ministry IT projects; 
consolidating information on IT activity in government ministries; and promoting the 
sharing of professional knowledge among IT divisions.” Therefore, the Authority believes 
that innovative, advanced, methodological, effective, and efficient performance by IT 
divisions in government ministries represents a significant lever to improve services for 
the public and businesses and make government work more efficient. 

7.8.1 IT governance
The Government ICT Authority works to advance government IT, where the activity 
of IT divisions in government ministries is coordinated with the goals and objectives of 
ministries and the government as a whole (effectiveness), while optimizing resources and 
risks (efficiency).
The Authority promotes the use of current methods and tools to manage working plans 
and budgets, manage projects and the lifecycles of IT systems, manage IT risks and cyber 
defense, and manage resources, as well as manage and share information.
The Authority works to increase the synergy among government IT entities and formulate 
a full government situation assessment in terms of working plans: products and outcomes, 
budgets and resources.

7.8.2 The obligation to consult with the Government 
ICT Authority
Government Resolution No. 42097 instructs the directors general of government ministries 
and IT division directors in government ministries and institutions to consult the head of 
the Government ICT Authority and heed his/her opinion:
• Before authorizing an annual IT division working plan and its budgeting;
• Before asking for a significant budget increase;
• Before authorizing highly complex and/or high-risk IT projects.
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When ministries prepare to have annual working plans authorized before undertaking 
complex projects and/or projects involving significant budget additions, the Authority 
provides its professional opinion on ministries’ plans and requests. 

7.8.3 Annual objectives for IT divisions’ working plans
Once a year, at the beginning of the process of formulating the new annual IT working 
plan, the Government ICT Authority defines the current cross-government IT objectives 
that must be promoted in tandem with the objectives of each and every ministry. All-
government cross-government objectives focus on the welfare of the public and businesses 
and on promoting the Open Government idea. Furthermore, the Authority works together 
with the Government and Society Division in the Prime Minister’s Office to assimilate 
relevant objectives in the planning instructions distributed to government ministries.

7.8.4 Coordinating and overseeing annual ministry 
working plans
In the second half of every year, the Authority leads a process of guidance, formulation, 
and collation of IT working plans ahead of the intended working year. The working plan 
examines performance vis-à-vis the plan for the current year and the planning for the 
next.

7.8.5 Writing and issuing guidance
In its role as a guiding and consulting entity representing the professional IT authority for 
government ministries, the Government ICT Authority issues instructions and guidance. 
The purpose is to generate effective governance that aims to promote the government IT 
system and enhance its efficiency at each ministry and throughout the government. 

7.8.6 IT risk management
IT risk management at the Authority is based on the COSO (Committee of Sponsoring 
Organizations) risk management methodology and model and the COBIT (control objectives 
for IT and related technologies) IT risk management model.
An orderly IT risk management process makes it possible to identify, map, and plan an 
appropriate response to various IT risks, such as the risks of managing an IT project, the 
risks of operating IT systems and infrastructures, IT systems acquisitions risks, and data 
security and cyber defense risks.
The Authority will consolidate a lateral, all-government situation assessment on IT risks, 
whether cross-ministry or cross-project, and provide a cross-government solution in 
response.

7.8.7 Tools for managing IT governance processes
The Authority is setting up a system to manage IT governance processes that will 
serve as the main management tool and provide a clear, orderly situation assessment 
for government ministries and institutions, especially managing work plans and budget 
processes, managing projects and the lifecycle of IT systems, IT risk management, resource 
management, lesson management, and cross-government catalogue management (such 
as system catalogues, provider catalogues, a bank of risks, a base of lessons learned, etc.). 
The Authority will provide this system as a service to all government IT units. 
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7.8.8 Ministry acquisitions committees and central exemption 
committee
In accordance with the directives of Regulations, Funds, and the Economy of the Ministry 
of Finance (no. 7.2.2 “Tenders Committee” and no. 7.2.7 “Exemptions Committee”), IT 
division directors and acquisitions committees in government ministries and institutions 
request and receive the professional opinion of the head of the Government ICT Authority 
in the following cases:
• Contracts to execute an IT project costing more than NIS 5 million;
• A contract exempted from tenders submitted to the central exemptions committee 

operating in the Accountant General’s office.
In these cases, too, the opinions reflect the professional knowledge of the Authority and 
government IT and the lessons learned from similar activities in other ministries and the 
best practices accepted in the IT world.

7.8.9 Supreme IT committee
This committee assists the head of the Government ICT Authority to realize his/her 
functions in terms of the obligation to hold consultations and formulate professional 
opinions. Members include IT division directors of government ministries and institutions, 
managers in the Government ICT Authority, and relevant representatives from other 
cross-government entities.

7.8.10 Knowledge management and sharing
Government Resolution No.42097 stated that the Government ICT Authority’s mission 
is partly to serve as a knowledge and professional consultation center on government 
IT matters, work to enhance IT efficiency, and promote technological innovation in 
government ministries and units. The resolution charges the Government ICT Authority 
with the task of promoting professional knowledge-sharing among IT division, identifying 
current and future trends, and striving to implement them in government ministries.
To achieve this, the Authority operates the following mechanisms:

7.8.11 Professional forums of CIOs and CTOs 
Chief information security officers (CISOs), 
applications manager, and service managers
The Authority holds day-long symposiums and maintains management forums of IT division 
directors, technology managers, CISOs, applications managers, and service managers and 
their deputies from government ministries and institutions. At symposiums, knowledge 
is shared, professional consultations held, and enrichment activities carried out; plans 
and activities of the Government ICT Authority are introduced and discussed; ministry 
activities of cross-government importance are introduced; innovative technologies are 
presented; and management, technology, and cyber defense issues are discussed.

7.8.12 Knowledge communities
The Authority starts, sets up, and guides professional knowledge communities from 
different fields (such as BI, CRM, open-source, cloud computing, IT acquisitions, 
etc.). These communities include IT personnel from all government ministries and 
institutions. This setting allows periodic in-person meetings as well as regular 
online encounters serving as fertile ground for collegial discourse, mutual learning, 
knowledge and information sharing, and professional networking. 
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8) International Activity

The Government ICT Authority will promote specific ongoing international working relations and 
collaborations to achieve the following goals: 
1. To establish the status of the Israeli government as a leading government in the world in 

providing digital services to the public and promoting the Open Government policy and 
introduce Israel government case studies and successes in promoting digital services to the 
public; 

2. To raise the ranking of the Israeli government in international indexes in the field of digital 
services to the public, especially the U.N. Government Development Index and the OECD’s 
digital governance assessment; 

3. To develop and establish ongoing working relations with governments and international civil 
society and business organizations to share knowledge, learn best practices, and better face 
the challenges of the Israeli arena thanks to the experience of its partners;  

4. To learn and import practices used around the world in developing GovTech in the business 
sector and apply innovative solutions offered by startup companies in the government 
environment. 

The Government ICT Authority (51) 



To do all this, the Authority will operate in the international arena in several major channels: 
Active participation in professional forums and teams of international organizations: 

The Government ICT Authority will work to maximize the active presence of its professional 
representatives at professional conferences, forums, and working teams of international 
organizations. In particular, the Authority will work with the following:
Open Government Partnership: Based on Government Resolution No.94515 of April 1, 2012, the 
Government ICT Authority will continue its active participation in professional conferences of the 
OPG and knowledge exchanges in its various forums. Moreover, the Government ICT Authority 
will continue to issue multiyear action plans together with other stakeholders in the government, 
civil society organizations, institutions of higher education, and the business sector, and will 
annually publish to which extent it has met its obligations towards the international partnership.
OECD: The Government ICT Authority will promote active participation and presents its work 
processes and achievements in action teams and professional think forums on digital governance 
topics: Open Government, Open Data, e-leaders, and innovation. Furthermore, the Authority will 
collaborate with expert Open Government teams in the OECD to formulate outcomes assessment 
methodologies for government action in the Open Government field.  
D9: In the context of Israel’s government activity in the Digital 9 organization of digitally advanced 
nations, the Government ICT Authority will examine the possibility of establishing an international 
legal network to face shared challenges in digital law and, should such a network be established, 
Israel will be an active participant. 
ICA: The Authority will continue its active participation in the International Council for IT in 
Government Administration and present its activities and achievements at the organization’s 
annual conferences.  
Meeting international standards:

The Government ICT Authority will analyze the necessary standards as reflected by major 
international indexes that compare the functioning of the Israeli government in digital services 
with that of other governments around the world. Accordingly, the Authority will work to 
assimilate the emphases arising from these indexes in the working plans of its units and of 
government ministry IT divisions, e.g. analyzing the central services whose digitization would 
raise the Israeli government’s international ranking in the U.N. E-Government Development Index 
and assimilating innovative working processes in digital services development that would improve 
the Israeli government’s international ranking in the OECD’s Digital Government Index. 
Setting up topic-focused working groups and delegations to exchange information:

The Government ICT Authority will arrange information exchange delegations and discussions 
about projects on the Authority’s agenda and the various dilemmas that arise in the context of 
implementing the Authority’s working plans. The Authority will being a pilot project together 
with the Open Data Charter on databases affecting the public trust in government; knowledge 
exchanges with government and international research institutions to benefit the development 
of outcome-based assessment methodologies for Open Government; knowledge exchanges on 
increasing digital take-up in the public at large, and more. 
Examining models for implementing innovation in foreign governments and multinational 

companies:

As part of the effort to promote innovation and develop the GovTech sector, the Government 
ICT Authority will examine existing accelerator setup ventures in conjunction with multinational 
companies and governments, and will consider collaborations and knowledge exchanges with 
global companies that have experience in establishing accelerators for developing startups and 
incorporating them in the government. Furthermore, the Authority will examine models used by 
other governments in their relations with business institutions and nonprofit organizations which 
help governments define challenges on their agenda and identify startups with relevant solutions 
to existing challenges.  
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9) Sources
This section contains the sources used to prepare the strategic plan:

1. The report of Kayama Ltd: The personal area: Behavioral Solutions and Tools, 2018.
2. The Government ICT Authority, 2016-2018 Strategic Plan of September 25, 2016, https://www.gov.il/

he/Departments/news/strategic_plan_for_2016-2018    
3. The Government ICT Authority, 2018 Overview, June 6, 2018, synopsis of current situation review and 

working plans of IT divisions in government ministries and institutions guided by the Government ICT 
Authorityhttps://www.gov.il/he/Departments/news/mabat2018 

4. Government Resolution No. 2097 of October 29, 2014, on expanding areas of government information 
and communications activity, supporting innovation in the public sector, and promoting the national 
Digital Israel project, https://www.gov.il/he/Departments/policies/2014_dec2097 

5. Government Resolution No. 6029 of August 6, 2017, Authorizing the National Safe Identification 
Policyhttps://www.gov.il/he/departments/policies/2017_dec2960

6. ICT Benchmark: Comparative Data on ICT Strategies in the D7, Strategy and Growth, May 2018
7. Government Resolution No. 3319 of August 30, 2016, Improving the Transfer of Government Data 

and Making Government Databases Accessible to the Publichttps://www.gov.il/he/Departments/
policies/2016_dec1933 

8. Report of the Committee to Improve the Business Environment, June 2018, the Accountant General, 
Ministry of Finance, https://mof.gov.il/Committees/Pages/BusinessEnvironmentCommittee.aspx 

9. Government Resolution No. 1545, April 1, 2015, Joining the Open Government Partnership and 
Appointing the Israel Open Government Forumhttps://www.gov.il/he/Departments/policies/israeli_
forum_open_government 

10. Government Resolution No. 2099 of October 10, 2014, Shifting Government IT from the Ministry of 
Finance to the Prime Minister’s Officehttps://www.gov.il/he/Departments/policies/2014_dec2099  
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