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TECHNOLOGY 
CAN MAKE A 
DIFFERENCE
Today’s citizens have high expectations of the public sector. People 
want governments to be easier to deal with, to be transparent and 
accountable, and to be available through a greater variety of channels.
However, at a time when expectations are rising, governments face 
a series of challenges. They’re being asked to deliver improved 
services around the clock; they have to find new ways to engage their 
staff and citizens; and they have to adapt to new technology. They 
are also expected to manage all these elements within increasingly 
tight budgets. 

Information & Communications Technology (ICT) offers great 
opportunities for governments to transform service delivery and better 
meet the needs of citizens now and into the future.

Optus Business has considerable experience in helping the public 
sector implement technology solutions to deliver innovation and better 
outcomes for citizens. We have worked extensively with government 
departments and agencies and government owned corporations 
including the Australian Taxation Office, Department of Finance & 
Services NSW, Brisbane City Council, University of New South Wales 
and Sydney Water. Our experience spans many areas of public service 
delivery including education, health, transport, emergency services 
and utilities.

Over the past decade, we have transformed from a 
telecommunications company to a leading provider of whole-of- 
business ICT solutions. From fixed and mobile connectivity, right 
through to a comprehensive suite of network-centric ICT solutions and 
managed services.  We deliver on-premise, as a fully managed service 
or ‘as a service’ depending on your needs.
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ACCELERATE YOUR TRANSFORMATION 
INTO A MORE PROGRESSIVE AND 
RESPONSIVE GOVERNMENT AGENCY.
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THINGS  
TO THINK  
ABOUT
To transform service delivery, governments must evolve to take 
advantage of the new opportunities that technology presents.

PUTTING THE CITIZEN/CUSTOMER FIRST
With the rise of digital channels, customer service is changing. In this 
environment, citizens determine how they want to be served.

Many individuals and businesses now ‘live’ on the internet and want to 
access government services electronically. The world is becoming more 
connected; not just between individuals but also between devices. To 
meet these trends governments can deliver real-time access to services 
to increase opportunities for citizens to serve themselves, reducing 
turnaround times and resources required to deal with routine requests. 
ICT solutions including mobile applications, contact centre, conferencing 
and collaboration solutions can help deliver these outcomes.

INNOVATION IN SERVICE DELIVERY
As governments become more citizen-centric, they may need to create 
new delivery models to meet people’s needs and increase customer 
satisfaction. 

The innovative use of ICT can drive the development of new service 
delivery models. In this context, organisations can implement cloud and 
managed services solutions to better meet citizens’ needs.

It is now easier for organisations to outsource complex functions 
allowing them to re-focus on their core business. Managed services 
arrangements are giving governments the ability to work with service 
providers for end-to-end management of non-core functions leading to 
improved delivery and predictable ongoing costs.

DRIVING YOUR CHANGE AGENDA
At some government agencies, service delivery models have not kept 
pace with technology and community expectations. There is a general 
need to find a better way of offering services to citizens and to enhance 
work arrangements for staff.

To redefine service delivery in an era of citizen centricity, organisations 
may need to assemble comprehensive change agendas and explore how 
ICT can aid their transformation.

This could include fostering enterprise collaboration to bolster corporate 
knowledge networks, lift staff engagements, and improve workplace 
productivity. Mobility and BYOD solutions can help create a dynamic 
organisation that is more responsive and better equipped to deal with 
situations that evolve from change.
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KEEP STAFF, CITIZENS 
AND SUPPLIERS 
CONNECTED IN 
TODAY’S MOBILE 
AND INFORMATION 
CENTRIC WORLD
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KEEP STAFF, CITIZENS 
AND SUPPLIERS 
CONNECTED IN 
TODAY’S MOBILE 
AND INFORMATION 
CENTRIC WORLD

MORE 
THOUGHTS
MANAGING RISK AND REPUTATION
Governments deliver essential services, build major projects and hold 
personal data for virtually every Australian.

This work can involve high levels of risk in terms of finance (keeping 
to budgets); operations (managing compliance); and security 
(safeguarding networks). At a time when the public sector is under 
more scrutiny than ever, governments must protect their systems and 
reputation to maintain public trust.

Governments can harness ICT to protect sensitive data (particularly 
given the rise of mobile devices), and ensure their operations are 
underpinned by secure infrastructure. Contingency plans to deal with 
natural disasters ensuring ongoing continuity of service and disaster 
recovery options are also essential to maintaining control.

DELIVERING MORE VALUE WITH LIMITED BUDGETS
Governments are under pressure to reduce costs in the face of competing 
policy demands and restrained economic conditions. Many governments 
now face lower budget allocations and must deliver efficiency dividends.

Cloud computing can provide an effective way to reduce equipment, 
maintenance, and energy costs, and boost the reliability and security of 
systems. Further savings can be made by combining cloud computing 
with enhanced procurement arrangements and using the public sector’s 
bargaining power to secure discounts.

Managed services can reduce the requirement for full-time staff while 
achieving a fixed cost model that can also scale on-demand. By only paying 
for the services needed ondemand, governments can reduce ICT capital 
expenditure and move the ongoing costs to operational expenditure.

STREAMLINING OPERATIONS
Governments operate in an increasingly complex environment. Aside 
from the growing demands from citizens, breaking down internal silos and 
fostering collaboration to enhance service delivery can be challenging.

By reducing their reliance on physical ICT infrastructure through 
virtualisation, delivering mobility solutions, establishing bring your 
own device (BYOD) policies and increasing the use of shared services, 
governments can react faster, deliver services remotely and eliminate 
duplication.

Governments may need to establish new data centres or outsource 
this requirement to create a more agile technology foundation. These 
centralised facilities can free staff to focus on more strategic tasks by 
leading to the outsourcing or automation of routine processes.
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HOW WE  
CAN HELP

END TO END  
ICT SOLUTIONS

At Optus Business we don’t want to be any ordinary ICT provider. We 
understand that the decisions you make today are going to have a huge 
impact on your business tomorrow. So we’re always keen to understand 
more than just your ICT needs – we want to understand everything 
about your business. Backed by the strength of SingTel, we draw on 
their resources, expertise and global reach, allowing us to offer a truly 
integrated ICT experience. We partner with some of the industry’s 
leading technology companies including Cisco, Microsoft and Juniper to 
help give customers more choice and flexibility. From fixed and mobile 
connectivity, right through to a comprehensive suite of network-centric 
ICT solutions and managed services. We’re committed to redefining ICT 
so our customers can get closer to their customers.
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REACT FASTER, 
DELIVER SERVICES 
REMOTELY AND 
ELIMINATE 
DUPLICATION

Optus Business focuses on supporting innovation and developing 
solutions that we perceive as critical to our customers’ future 
business growth.

UNIFIED COMMUNICATIONS
Facilitate more effective communications between citizens, staff 
and suppliers, and help drive higher productivity with solutions that 
seamlessly integrate multiple forms of business communications into a 
single user friendly interface. We can deliver Unified Communications 
solutions on-premise, as a fully managed service or ‘as a service’ 
depending on your needs.

CONTACT CENTRE
Improve customer experience by allowing citizens to communicate with 
you when and how they choose. Our solutions span from the provision 
of fixed lines and contact centre technology through to providing fully 
hosted and managed contact centres. We also deliver a Contact Centre 
as a Service solution, a pay-as-you-use model.

COLLABORATION
Transform how your teams work together and improve productivity with 
visual and information collaboration tools. Our solutions include business 
video, content management and enterprise social/ digital collaboration.

MOBILITY
Improve workforce productivity and citizen engagement through better 
utilisation of mobile devices. Optus mobility solutions converges devices, 
management and security across 3G, 4G Plus and satellite networks to 
keep you connected.

BRING YOUR OWN DEVICE (BYOD)
Increase the effectiveness of your mobile workforce and deliver 
improved business results with greater cost certainty. We support all 
mobile operating systems and devices with flexible plans, Mobile Device 
Management and Security.

MACHINE TO MACHINE (M2M)
Enable better, faster business intelligence by connecting your people 
and assets to deliver better decision making and more efficient asset 
utilisation. We use mobile networks including satellite to distribute digital 
content for applications including vehicle tracking and energy utilisation.

CLOUD AND DATA CENTRE
Optimise ICT resources with our data centre, hosting, and on-premise 
and private cloud solutions to help governments transform their ICT 
environment and support new delivery models.

BUSINESS APPLICATION SERVICES
Simplify management and accelerate adoption of Software-as-a-Service 
(SaaS) and mobile applications with our aggregation and application 
development solutions for Mobile Business Intelligence, Mobile 
Application Development and Cloud Enablement.

MANAGED SERVICES
Control costs and free up capital while increasing operational 
effectiveness and improving citizen service delivery. We offer managed 
services across telecommunications (premium managed services 
for fixed voice, data and mobile) and the ICT core infrastructure 
(networking solutions, security and unified collaboration).

08



OPTUS SOLUTIONS FOR GOVERNMENT

WE’VE HELPED 
OTHERS MAKE A 
DIFFERENCE
SYDNEY WATER
Sydney Water is Australia’s largest water utility 
with over 3,000 staff and an operational area 
of 12,700 square kilometres. Prior to 2011, 
Sydney Water used a variety of suppliers to 
provide telecommunications services.

In July 2011, Optus Business became Sydney 
Water’s single telecommunications provider, 
delivering a suite of services including 
fixed and mobile voice and data carriage 
services; network connectivity; LAN and 
WAN management; in-bound voice services 
to support contact centres; and service 
management and maintenance functions.

Consolidating its telecommunications services 
has helped Sydney Water to achieve real cost 
savings, day-to-day operational efficiencies and 
reduced overheads in supplier management.

BRISBANE CITY COUNCIL
As Australia’s largest local government, 
Brisbane City Council has 7,700 employees and 
supports more than one million people in one 
of the nation’s fastest growing capital cities.  
They were looking for a whole of business 
solution to offer multiple communication 
channels to residents as a part of a customer 
experience improvement program.

Brisbane City Council is now enjoying the 
benefits of an Optus Whole of Business 
solution that includes a comprehensive suite 
of telecommunications products and managed 
services.  This new infrastructure provides the 
platform for the council’s new value-added 
services – such as the fully managed contact 
centre with enhanced call handling capabilities 
and 24/7 access for citizens.

The Optus solution is delivering streamlining 
of systems and processes, reduced call costs, 
efficiency improvements and increased cost 
control capabilities. Most importantly, council 
has improved its communications channels 
with citizens.

NSW TREASURY 
CORPORATION (TCORP)
TCorp is the central financing authority for 
New South Wales Government. It provides 
financial services for the NSW government 
agencies and other public sector organisations.

After supporting TCorp via the provision of 
mobile phone services in the past, Optus 
Business progressively expanded its 
partnership with the organisation in 2011/2012 
as TCorp undertook a major enhancement of 
their ICT operational environment to provide 
greater security, service availability and 
reliability and enhanced client service access.

Optus Business were contracted to provide 
a full managed service incorporating a 
redundant, high availability data network and 
data centre infrastructure, an IP telephony 
environment and a customised secure client 
portal delivering a high availability, uniform 
client access environment.

This has assisted TCorp to enhance the 
reliability, security and access of services for 
their customers with no disruption to service 
delivery during the implementation phase.

The partnership approach has enabled TCorp 
to establish a new ICT foundation that has 
the flexibility to address future business 
requirements as they are identified.
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CITY OF RYDE COUNCIL
Serving over 100,000 citizens in Sydney’s 
North West, City of Ryde Council wanted 
to upgrade its ageing communications 
infrastructure in 2008. Council’s goals included 
improving reliability and reducing costs.

Optus Business was able to help Council 
implement a range of services including fixed 
and mobile voice and data plus IP telephony.

This helped Council reduce its communications 
spend and become more efficient by 
consolidating services with a single supplier. 
Three years on, Council and Optus Business 
have renewed the contract which will see 
Optus remain as the telecommunications 
partner of choice through to 2015.

REGULATORY BODY
One of Victoria’s regulatory bodies wanted to 
improve its ICT arrangements to make them 
more efficient and cost-effective. 

In December 2011, Optus Business was 
selected to manage its ICT environment 
using Optus Managed Cloud service. This 
has allowed the organisation to focus on its 
core business and not worry about managing 
complex ICT issues. The Optus Business 
solution has helped provide them with lower 
and more predictable ICT costs, and has 
helped the regulator to be more responsive to 
customer needs.

LAND TRANSPORT 
AUTHORITY (LTA)
LTA is a statutory board under the Ministry of 
Transport in Singapore. They are responsible 
for land transport developments and planning 
long-term transport needs in Singapore.

Using a mobile platform, MyTransport.SG, 
developed by NCS, LTA offers both real-time 
public and private transport information direct 
to citizens with location-based service (LBS) 
technology built-in. MyTransport.SG was 
designed with smartphones in mind to cater 
to a growing population of savvy users who 
demand user-friendly information on the go.

Having a one-stop mobile site simplifies the 
process of checking on-road conditions, traffic 
news, parking availability and public transport 
services, giving motorists and commuters 
a smoother journey. Generating at least 1.6 
million page-views monthly, the MyTransport. 
SG app has won a number of awards since it 
was launched in 2010 including the Singapore 
Government’s Best PS21 (bronze) and Ministry 
of Transport Innovation Award (Distinguished).
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GIVE US 
A CALL
Optus Business has extensive experience in 
helping governments implement innovative 
solutions to drive change agendas, streamline 
processes and improve service delivery.

Call the Optus Business Hotline 1800 555 937  
or contact your Optus Account Manager

Join the conversation

 
Web optus.com.au/business

Twitter @optusbusiness

Blog yesopt.us/blog
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