
THE 
OPPORTUNITY

Over 1 billion 
Australian Government 
website visits since the 
onset of COVID-19

56% of Australians 
now prefer to access 
government information 
via digital channels 

Trust is the most 
important factor for 
people seeking 
public information 
and  58% find 
government sources 
trustworthy 

50% of people find 
information inconsistent 
across different government 
sources and most face delays 

 Only 27% of 
Australians go to 
government first when 
they’re looking for 
public information   

Personalisation harnesses the signals that 
citizens send online to deliver a tailored digital 
experience based on their individual needs

Delivering personalisation requires an 
achievable shift in how government operates 

3 in 4 Australians say they would be equally or 
more likely to use government websites if 
they’re personalised

From data privacy concerns to transparent data 
collection and use

to leveraging trusted 
platforms

From cyber security fears 

to personalisation at scaleFrom mass communication 

to leveraging in-house 
and external skills

From lack of capabilities 

to being integration readyFrom complex internal systems

FROM TO Better uptake of online government 
services
 
Support citizens to complete transactions 
more accurately 

Increased citizen trust and perception
 
Enhanced service delivery outcomes

THE BENEFITS TO GOVERNMENT 
AND CITIZENSOVERCOMING CHALLENGESTHE SOLUTION
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A blueprint for enhanced citizen experiences �| The case for simple, smart and personalised government services


