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ABSTRACT

Publicvaluecreationisincreasinglyviewedasacentralpivotofagovernment’sdigitaltransformation.
Theobjectiveofthisarticleistwofold:tobetterunderstandsomeofthemajorinhibitorsofpublic
value creation within a context of digital government, and to offer some fresh insight into how
suchinhibitorsmaybeovercomeinordertostrengthenpublicvaluecreationbyleveragingdigital
governanceinnovation.Inpursuingthisobjective,theauthoradoptstheGovernmentofCanadaas
abroad,qualitativeandexploratorycasestudyofdigitalgovernment’scapacitiestogeneratepublic
value.ThesefindingsrevealmanystructuralandculturalinhibitorswithintheGovernmentofCanada
to innovation and public value creation across the inter-related realms of service, openness and
engagement.Howinhibitorscanbeaddressedandeventuallyovercomeisalsodiscussedasabasis
forfuturepublicsectorreformandacademicandappliedresearch.
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1. INTRODUCTION

Publicvaluecreationisincreasinglyviewedasacentralprismofgovernment’sdigitaltransformation
(O’Flynn,2007;Roy,2013;Bannister andConnolly,2014;Panget al., 2014).Forexample, the
GovernmentofCanadahasrecentlyembracedanOECDdefinitionofdigitalgovernmentpredicated
uponthislinkage.Yetatthesametime,transformationoftencollideswiththegravitationalpullof
traditionand thepublic sectorpenchant forcautionand incrementalchange.Whilepublicvalue
pursuitseemsevermoreintertwinedwithnotionsofgreateropennessandengagement(forreasons
exploredandreferencedbelow),modelsoftraditionalpublicadministrationareoftenpredicatedupon
anethosofhierarchicalcontrolandinformationsecrecy(Roy,2013).

Accordingly, theobjectiveof thisarticle is twofold: tobetterunderstandsomeof themajor
inhibitorsofpublicvaluecreationwithinacontextofdigitalgovernment,andtooffersomefresh
insightintohowsuchinhibitorsmaybeovercomeinordertostrengthenpublicvaluecreationby
leveragingdigitalgovernanceinnovation.Inpursuingthisobjective,weadopttheGovernmentof
Canadaasabroad,qualitativeandexploratorycasestudyofdigitalgovernment’scapacitiestogenerate
publicvalue.Weseektofirstexplainwhyandhowthecurrentstructuresofdigitalgovernmentare
poorlysuitedtopublicvaluecreation(despitelanguagedeployedbytheGovernmentitselfembracing
thelatter).Buildingonthisdissection,wethenaimtoshednewlightonhowdigitalinnovationin
public sectororganizations can lead topublicvaluegeneration–and the sortsof technological,
institutional (includingpolitical), andorganizational factors shaping thepublic sector’s evolving
capacities(JanssenandHelbig,2016).

TheGovernmentofCanada(GOC,orfederalgovernment)representsahighlyrelevantanduseful
casestudywithwhichtoexaminetheaforementioneddynamicsinareal-worlddigitalgovernment
context.Laudedasane-governmentleaderintheearly2000’s,thecountry’sfederalgovernmenthas
sincelanguishedintosomethingofalaggardinrecentyears–acharacterizationsupportedbyvarious
academicstudies,thirdpartyratings(notablytheUnitedNationsandAccentureamongothers),and
perhapsmostnotablytheGOCitself.Inits2017-launchingofareneweddigitalgovernmenteffort,
theGOCrecognizesthequickerprogressmadebymanyothercountries,withspecificreformsand
initiativeshighlightedaccordingly.

Giventhecomplexityandbreadthofinitiativesbeingexamined,wehaveutilizedaqualitativeand
exploratorycasestudymethodology.Specifically,weadoptan‘interpretiveorsocialconstructivist’
approach to qualitative case study research [which] supports a transactional method of inquiry,
wheretheresearcherhasapersonalinteractionwiththecase’(HyettandKenny,2014).Theauthor’s
personalinteractionwiththecasestemsfromprioracademicstudiesofdigitalgovernmentinCanada,
interactions and discussions within training and graduate educational forums devoted to digital
government,numerousresearchconsultancyengagementswiththeCanadianpublicsector,anda
setoffifteen,semi-structuredqualitativeinterviewswithseniormanagersfromwithinthedigital
governmentcommunity(bothinsideandoutsideofgovernment).Notwithstandinganymethodological
limitations,thismulti-layeredinvestigatoryapproachtogatheringinsightsandevidenceisahighly
usefulconstructivistundertakingnecessitatedbythemanyfacetsofdigitalgovernmentactivities
thatarenonethelessinterdependentlyshapingtheGovernmentofCanada’sstrategiesandcapacities
forpublicvaluecreation.

Thearticleisorganizedasfollows.Buildingonthisbriefintroduction,Sectiontwoexplains
themainfoundationsofpublicvaluemanagement(PVM)andcontrastsPVMwithbothtraditional
publicadministration(TPA)andnewpublicmanagement(NPM).Alongwiththesethreegovernance
typologies, theemergenceofdigital-eragovernance (DEG) is furtherexaminedasanadditional
lensofbetterunderstandingtoday’spublicsectorevolution.Shiftingfromaconceptualtoamore
appliedlens,sectionthreeexaminesthreeofthemaincomponentsoftheGovernmentofCanada’s
pursuitofdigitalgovernmentoverthepastdecade–specificallyseekinginsightandevidenceof
attemptstoleveragedigitalinnovationintosomeformofpublicvaluecreation(andwherepossible,
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assessingwhetherpublicvaluehasindeedbeengenerated).Sectionfourthenprovidesamoredetailed
considerationofthemainlessonslearnedfromtheCanadianexperiencewithrespecttowhatcanbe
donetolessentheconstrainingimpactsofpublicvalueinhibitorsovertime.Abriefconclusionthen
summarizesthemainfindingsofthisinvestigationandofferssomepromisingavenuesforfuture
researchthatwillproveconsequentialtobuildingonthefindingsofthisendeavour.

2. DIGITAL GOVERNMENT AND PUBLIC VALUE CREATION

Fluid terminology notwithstanding, digital government has become an umbrella term for the
applicationofdigitaltechnologiestothefunctioningofthepublicsector(ClarkeandFrancoli,2016).
Oneearlydefinitionofe-governmentprovidedbytheOECDhasstoodthetestoftimereasonably
well: namely, ‘the continuous innovation in the delivery of services, citizen participation, and
governancethroughthetransformationofexternalandinternalrelationshipsbytheuseofinformation
technology,especiallytheInternet’(p.9,Roy,2006).AslightlyrevisedOECDdefinition,adopted
intheGovernmentofCanada’s2017report“BeginningtheConversation”,insertspublicvalueinto
thiscomplexsetofgovernanceequations:

…the rethinking of government policy, program and service delivery through digital enablers, as an 
integrated part of governments’ modernization strategies, to create public value. [Digital government] 
relies on and enables an ecosystem that connects government, non-governmental organizations, 
businesses, citizens’ associations and individuals to support the production of and access to data, 
services and content through interactions with the government (p.1 Government of Canada 2017).

Inaddition toaddingpublicvalue, this latterdefinition’sexplicitencompassingofdataalso
denotes an important shift, one closely tied to public value (as examined below). Both OECD
definitions,however,areunitedwithinascopeofmulti-facetedtransformationentailingbothinternal
andoutwardelements.Whiledigital(orelectronic)governmentfocusedprimarilyontheformerearly
on,themorerecentemergenceof‘Gov2.0’modelsaremoresquarelyrootedinthelaterandhow
publicsectoractorsinteractandengagewithamoreinformedandtechnologically-savvycitizenry
(Gasco,2014).

Withinsuchadynamicandevolvingcontext,whatdoesitmeantopostulatethatdigitalgovernment
canbeadriverofpublicvaluecreation?Althoughthereisnoconsensus-baseddefinitionofPVM,our
approachtothisconceptstemsfromthreeinter-relatedandwell-establishedperspectivesrootedinthe
researchliterature.First,andmostbroadly,PVMisnotonlydistinctfromprivatevalueinthecontext
ofbusinessandthemarketplace,itisfurtherdistinguishablefromTPAandNPMinitsdissection
ofpublicgovernanceprocesses(Stoker,2006).Secondly,akeydistinguishingtraitofPVMinthis
regardistheemphasisonvoiceanddeliberation–ascitizens,politiciansandpublicmanagersengage
withindynamicandadaptivedemocraticinstitutionsdesignedtobalanceaccountabilityinprocess
andinperformanceinwaysappropriateforademocraticarena,andinwaysthatdistinguishpublic
valuefromprivatevalue(Stoker,2006).Thirdly,andmostconcretely,muchasprofitandeconomic
surplusaretheidentifiabledriversofprivatevaluecreation,akeysetofdriversordeterminantsof
publicvaluecreationalsonecessitateidentificationandevaluation.

Onthisthirdperspective,andborrowingfrompriorworks,O’Flynnproposesthreecomponents
ofpublicvalue:i)thedirectprovisionofservices;ii)high-orderpublicinterestoutcomesstemming
fromgovernmental action (oftenoverlappingwith servicedeliveryprocessesbut accounting for
widerandmorecollectiveaspirationsandconsequences);andiii)trust,legitimacyandconfidence
ingovernment(O’Flynn,2007).Ina2011studyfocusedonthedigitaltransformationofthepublic
sector,theWorldEconomicForumadoptsaPVMframeworkforbetterunderstandingandassessing
evolvingpublicsectorgovernanceandindoingso,presentsfourelementsofpubicvaluethatalign
reasonablywellwithO’Flynn’ssyntheticpresentation.first,qualitypublicservicesaredelivered;
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secondly,sociallydesirableoutcomesareachieved;thirdly,citizensaresatisfiedwiththeservices
andoutcomes;andfourthly,trustingovernmentiscreatedand/orincreased(ibid.).

AcrossboththeO’FlynnandWEFpresentations,therespectiveinvocationsofserviceandtrust
arecentraltotheCanadianstorylinepresentedbelow).Whileservicedeliveryiscentrallyimportant
totheevolutionofdigitalgovernment(asitshallbeintheCanadiancontextexaminedinsection
three),itistheemphasisontrustthatisparticularlyrelevanttobettersituatingandunderstanding
publicvaluemanagementasadistinctparadigmofpublicsectorgovernance.Workingoutsideofthe
confinesofdigitalgovernment–butnonethelessinacomplementarymanner,Stoker(2006)presents
threeofthefourtypologiesadoptedforthisarticle(TPA,NPM,andPVM).Allthreetypologies
(andafourth,DEG)arecentraltotheunderstandingofdigitalgovernment’sservicereforms(Dutil
etal.,2010;Roy2013,2016).

TPAisbaseduponhierarchicalstructuresandcleardelineationsofauthoritybetweenelected
officials and public servants (the latter implementing the decisions of the former). Within such
anenvironment,thepublicisapassiveobserver,indirectlypartakingingovernanceviaelectoral
mechanismsofrepresentationaldemocracythatenableelectedofficialstoact.Thereisotherwise
littledirectinvolvementofthecitizenasgovernmentdeterminationsofthepublicinterestaremade
largelywithintheconfinesoftheexecutivebranch,ideallyheldtoaccountbythelegislativebranch
(Roy,2008;Aucoinetal.,2011).Controlistheunderlyingethosofthisformofexecutionofpower
andauthority(Stoker,2006).Withrespecttoservicedelivery,thepublicsectorisamonopolistic
provider,withstandardizationandrulesdeterminedbybureaucraticoversightinmannersthatprovide
littletonoautonomytopublicmanagerstoaccountforthespecificitiesofrecipients.

NPMhasinsteademphasizedcompetitionasameansoflesseningthisover-archingcontrolthat
canoftenleadtobureaucraticbloatingandstifledinnovationandcreativity.Withinthecontoursof
NPM,decentralizedauthorityisthuspreferredinordertoenableresponsivenessto‘customers’in
effortstoimproveperformance,particularlyperformancemeasuresofcostandefficiency.Similarly,
theoutsourcingtoindustryofvariousaspectsofbackendinfrastructureandfrontlineservicedelivery
ishighlywelcomedinaNPM-stylizedworld,asarereformsdesignedtoinstilmoreofabusiness
ethosintheworkingsofthestate(Roy,2013,2017;Nam,2014;Roseetal.,2015).

Intermsofservicedelivery,then,thepublicisviewedthroughacustomerprismandassuch,
marketprinciplessuchasresponsivenessandconvenienceimplysomefreedomandautonomyto
publicmanagerstofocusmoreonoutcomesmeasuredwithagreaterconsiderationofperformance
ratherthanprocess(Dutiletal.,2010).Incontrast,Stokerdescribesthediscursiveandnetworked
essenceofPVMasa ‘conversationbetweencitizensandpoliticians inorder toensureefficient,
appropriateandinnovatorypublicserviceprovisionistakingplaceinamorecomplicateddelivery
environment’(Stoker,2006,p.6).

YetdespiteGov2.0’semergenceandthegrowingembracementofpublicvaluelogics(aswith
theOECDandWEFabove),withoutquestionallthreetypologiesexaminedabovecontinuetoshape
publicsectorgovernanceinwaysthatarecomplex,cumulativeandinterdependent.Forinstance,while
embracingNPMthroughprivate-publiccomparisonsandindustry-inspiredtechnologysolutions,the
WorldEconomicForum(WEF)alsoseekstosupplementNPMwithpublicvaluemanagement–as
explainedabove.FortheWEFandlikemindedscholarlyundertakings(theWEFeffortguidedby
earlye-governmentpioneerJaneFountainofHarvard),trustingovernment,enjoinsPVMandGov
2.0withinanopenandparticipatorylogicconsistentlyemphasizingnewformsofpublicengagement
andmorenetworked-basedgovernancesystems(Maier-RablerandHuber,2011;LeeandKwak,
2011;Harrisonetal.,2012;Lips,2012;Clarke,2013;Roy,2013;Mergel,2014;Gasco,2014;Pang,
2014;Greve,2015).

Considerationofafourthgovernancetypology–digital-eragovernance(DEG)–isinstructive
here,sinceits’focushasbeenmoredirectedatunderstandingtheinterfacebetweendigitizationand
publicsectorgovernance.The‘firstwave’ofDEGwasmeanttoshowhowNPMwasinsufficient
asabasisforrespondingtocontemporarydigitalchallenges:notablythatthethreekeytenantsof
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NPM(disaggregation,competition,andincentivization)werebreakingdowninthefaceofalternative
pressuresandemergingrealitiesassociatedwiththeadventofdigitaltechnologies(Dunleavyetal.,
2010).Instead,theauthorsfocusinre-integration,need-basedholism,anddigitalizationasabasis
forDEG,notingthat‘thethreesetsofdriversarefirstorganizationalandbudgetaryfactorsinternal
tothestateapparatus(re-integration);second,citizenandclientorientedfactorsinpublicservices
(holism);andthird,influencesfromthesocietaladoptionandculturaladaptionoftechnologydrivers
(digitalization).’

AtremendouslyimportantcontributionofDEGliesinitsexplorationoftechnology’simpact
onpublicsectorgovernanceinwaysthatarenotsufficientlyaccountedforbyNPM.YetasDEG’s
pioneersthemselvesrecognize,theenduringrelevanceofNPMremainsanimportantexplanatory
toolindissectingdigitalgovernmenttoday.TPA,similarly,remainsanimportantlensforexamining
anyfundamentalattempttoadaptpublicsectorgovernance(Roy,2008,2013).Andwhileitisindeed
puzzling,inmyview,thatpublicvaluecreation(andthusPVM)wasnotmoreexplicitlyembracedas
aconceptwithinDEG,therearemanyimportantsynergiesbetweenthem(apointelaboratedupon
below,partlyviatheinsightofaleadingDEGscholar).

Asdatahasbecomeamoreprominentthemeofdigitalgovernment(includingmostnotablythe
adventof‘opengovernment’,whichthoughadmittedlycontestedandpartiallydistinct,weadoptas
acorecomponentofdigitalgovernmentratherthananentirelyseparateundertaking,theirinvariable
overlapunderscoredbytheOECDdigitalgovernmentdefinitionabove),therelevanceofallfour
typologies grows as well. For example, one revealing study by DEG-pioneer Margetts and her
colleague,Clarkeexploredtheimplicationofdata–notablythenotionof‘bigdata’withintheUK
Government(ClarkeandMargetts,2014).Theauthorsconcludethatdespitethesignificantattention
devotedtonotionsofdatamanagement(andopendatainparticular),government’scapacitiesfor
leveraginginnovationremainedlimited.

Althoughnottheprimaryfocusoftheirundertaking,itbearsnotingthatothershavesimilarly
concludedthat the traditionsofTPAandproprietary-mindsetofNPMaresignificantconstraints
arounddata-basedinnovation(Roy,2016).Indeed,thedistinctionbetweenbigdataandopendatais
importanthere,aswhiletheformerisbaseduponalgorithmicautomationandoftenutilizedwithinthe
secrecy-ladenconfinesofthepublicsectorsecurityapparatus(apointmadebyMargettsandClarke
intheirUKstudy),thephilosophyofopendataismuchmoreaboutenablingdatasharingandnew
andmorecollectiveformsofparticipatorygovernanceunderpinnedbythecollectiveintelligenceof
amoreengagedcitizenry(Gasco,2014).

This is not to say that bigdata cannot be thebasis of public valuegeneration acrossmany
realmsofpublicservicesandgovernmentalaction,butratherthatnuanceanddistinctionsmatter
greatly.Moreover, it isherewherePVMandDEGdifferinanimportantmanner,withthelatter
muchmore interested in the redesignof internalgovernancemechanisms in lightofdigitization
andotheraforementionedtrends(re-integrationandneeds-basedholism).Suchadaptationisbound
tobeconstrainedsignificantlybythegravitationalinertiaofTPAandNPM.Bycontrast,PVMis
muchmorerootedinanethosofengagementandopenness–muchasmanyofitscharacteristics
thatinitiallydrewprimarilyfrominstitutionalandpoliticaltheory(aswithStokerforinstance),have
cometoalignwellwiththeemergenceofWeb2.0asaproxyforchallengingthepredominanceof
proprietaryformsofinfrastructure,informationanddatathroughopen-sourcedesignandcontent
sharingsocializationplatforms.

While there are important differences between DEG and PVM, there are also important
commonalitiesenjoiningthemthatshedlightonpublicvalue.Margettsherselfindirectlyreflects
thislogicthroughherinvocationofthecentralityoftrust,arguing(withinavolumedevotedtothe
themeofpublicvaluecreation)that‘theonlywaytorestoretrustingovernmentisforthepeopleto
joinwithgovernment,ineffecttobecomethegovernment,inprovidingthesecurityandservicesthey
need’(Margetts2017).Inmyview,then,itisthisnotionoftrustrootedlessindeferentialauthority
(acentralmaximofTPA)andmoredrivenbyacultureofenlightenedandactiveengagementthat
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enjoinsPVMandDEGasacriticalbasisforunderstandingatleastsomeofthekeyoutward-oriented
driversofpublicvaluecreationassociatedwithdigitalgovernment.

UpdatingandadaptingtheWEF2011approach,andbasedupontheprecedingreviewofpublic
valuemanagementtheoreticalperspectives,wecanpostulatethreekeydeterminantsoftrustthat,in
waysbothpartiallyseparateandpartiallyinter-related,contributetopublicvaluecreationwithina
digitalgovernmentcontext:i)servicedelivery;ii)openness;andiii)engagement.Byfocusingon
theseoutwarddimensionsoftrustandpublicvalue,itisnottosuggestthattheinternalinfrastructure
ofgovernment–andtraditionaldynamicsofefficiencyandinteroperabilityandmorerecentDEG
notionsofre-integration,arenot themselvessourcesofpublicvalue,but rather thatourprimary
focusistoviewanddissectpublicvaluefromthecitizen’sperspective.Atthesametime,whether
theinternalinfrastructureofdigitalgovernmentenablesorconstrainstrustandpublicvalueisakey
considerationinourinvestigationbelow.

3. CASE STUDy: THE GOVERNMENT OF CANADA

Withinsuchcontext,thefocusofthissectionisonkeyGOCundertakingsineachoftheseinterrelated
areasthatcarryatleastthepotentialforpublicvaluecreation.TheGOCinitiativesexaminedherestem
mainlyfromthemandateofthecurrentLiberalGovernment(2015-2019),althoughwherenotedsome
oftheseinitiativesarebuiltuponprioreffortsofpreviousgovernments,notablytheConservatives
thatheldpowerinthedecadeprecedingthe2015federalelection.

BypresentingtheGOCasanexploratorycasestudy,theaimistobroadlysituatesuchadescriptive
reviewwithintheparametersofthefourconceptualtypologiesexaminedabove,emphasizingfriction
andpointsoftensionsbetweenTPAandNPMontheonehand,andPVMandDEGontheother
hand(inotherwordstypologiesthatarepre-digitalversusthosethathavebecomemoreprevalentin
thedigitalera,albeitwiththecontinuingrelevanceofallfourtypologiesasacknowledgedabove).
BuildingonthemainlydescriptivepresentationofGovernmentofCanadainitiativesacrossthree
distinctthoughinter-relatedrealms–digitalservicedelivery,opengovernment,andpublicengagement
anddemocraticreform,thesubsequentsectionofthisarticlecentresoncriticallyassessingtheextent
towhichengagementservesasapublicvalueenablerinlightofitsencompassingpresenceacross
allthreerealmsofdigitalgovernmentinitiativesandreforms.

3.1. Digital Service Delivery
InCanada,theevolutionofdigitalgovernmentandelectronicservicedeliveryhastakenplaceina
mannerlargelyshaped(untilquiterecently)bythespaceinbetweenTPAandNPM.Anearlyexample
isServiceNewBrunswick(SNB),amodelthatpavedthewayforthecreationofServiceCanada
federally:SNB’sautonomyasaprovincialcrowncorporationfacilitatedamorebusiness-likeapproach
andtheformationofuniquepublic-privatepartnerships(Dutiletal.,2010;Roy,2013a).Similarly,
arguablythemostsuccessfulfederalagencyprocessingonlineservices–theCanadaRevenueAgency
–hadbeenpreviouslytransformedfromatraditionaldepartmentintoanoperationallyautonomous
agencypreciselytoaddadoseofNPM-inspiredflexibilityandinnovationthatwouldproveeffective
inchampioningonlinetaxservices.

Nonetheless,newpublicmanagementwouldalsoencounterimportantlimitationsandblockages
as e-government took hold, due to pressures for interoperability and more cross-governmental
coordinationthatleadtocentralizingtendencies.Suchcontradictionsyieldedasignificantunder-
performanceofServiceCanadaasanenablerofonlinedelivery(AuditorGeneralofCanada,2013),
andapartlystunteddigitizingagendaforthefederalgovernment’sservicearchitectureandback-office
infrastructure(Roy,2013a).Similarfindingscharacterizethecountry’slargestprovincialgovernment
ofOntariowhere,despitethemoreformalcreationofacentralizeddepartmentalstructureresponsible
forgovernment-wideservicefunctions(ServiceOntario),theuptakeofelectronicserviceshasbeen
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gradualandwellshortoftheentity’sownperformancetargetsinthisregard(AuditorGeneralof
Ontario,2013).

Despitesuchdifficulties,thiscustomer-drivenlogicofservicedeliveryremainsanimportant
focalpointforgovernmentstrategists,scholars,andthevariousprivateconsultanciesandvendors
thatinformthedigitizationofthepublicsectorserviceeco-system(Roseetal.,2015).Whereasthe
governancestructuresoftheserviceentitiesareoftenembeddedinhorizontalandverticaltensions
rootedinTPA,thosedeployingamoreNPM-inspiredlensinsteadfocusonthetechnicaldesignand
performanceoftheservicechannelsthemselves(Osmanetal.,2014;Nam,2014).Otherscholarsargue
thatwithinthise-governmentcontextshapedpredominantlybyTPAandNPMpressures,bureaucratic
structuresremainessentialtothestateapparatusandshouldnotbeviewedasfundamentallyatodds
withthedeploymentofnewdigitaltechnologies(CordellaandBonina,2012;CordellaandTempini,
2015).Suchpressuresandopportunitiesalsounderscoretheneedforabroadrethinkingofservice
designanddelivery,aswellascreatingnewspacebetweenNPMandPVM.

In2018,theGOCestablishedtheCanadianDigitalServicesunit,modeledcloselyaftertheUK’s
GovernmentDigitalServicesteamcreatedsomesixyearsprior.Situatedwithinthecentralagency,
TreasuryBoardSecretariat,CDSismeanttoserveastheGovernment’scatalystfordigitalservice
innovationandtransformation.Accordingly,itismeanttobuilduponandsupplementthefoundational
workofServiceCanada,aninformalbodythatnonethelessneverrealizedthewiderambitionsof
becominganonline integratorofmostorallGOCserviceofferings.Accordingly,CDSpresents
itselfascreatinginnovativeproductsviaacontinuumofvariousphases(Discovery,Alpha,Beta,
Live)thatarereflectiveoftheuserexperienceanduserdesignmovementsandtechniquesthathave
becomepredominantacrossboththepublicandprivateservicelandscapesinrecentlyyears,notably
withtheadventofmobiledevicesandthechallengesassociatedwithadaptingonlineplatformsand
processestoamobile-centricworld(Roy,2013,2014).

Indoingso,thecreationofCDSdrawssustenancefromthreeofthefourtypologiesdiscussed
above(overcomingtraditionalTPAbarriers,invitingprivatesectorcomparisonsinmannersinvoking
elements of NPM but also embracing DEG with its government-wide holism and user-centric
perspective).ThefederalgovernmentwouldfurthersuggestthatCDSisoneagentinitswiderefforts
onlaunchinganewpublicconversationondigitalgovernment,thusinvitingelementsofPVMaswell.

3.2. Openness and Open Government
Opengovernmentisnotanewconcept.Manydefinitions,suchasthatofWikipedia,refertothe
centralityoftransparencyontheonehand,andpublicaccesstogovernment-heldinformationon
theother.Over thepast decade, however, a newer andmoredigitally-enabled approach toopen
governmenthasemerged,onealignedwiththeInternetasaplatformfornotonlytransparencybut
alsoactiveparticipationandengagement.Ina2012specialissueofInformation Politydevotedto
opengovernment,thisdistinctioniswell-explained:

There is an important difference between the traditional approach to open government and the current, 
renewed one. While the traditional approach emphasized transparency, current approaches also 
involve key elements of participation, collaboration and innovation (Luna-Reyes and Chun, 2012). 

FormerAmericanPresidentBarackObama’s inaugural2009PresidentialDirectiveonOpen
Governmentisinfluentialinthisregard,adirectivebuiltuponthreecoreprinciples:transparency,
participation,andcollaboration.Itisthenexusbetweenthesecondandthirdprinciplesthatresultin
whatLeeandKwak(2011)characterizeastheultimateendgameinthepursuitoftheseprinciples,
asomewhatnirvana-likestateof‘ubiquitousengagement’wherecitizensareempoweredtoactively
contributetothecreationofpublicvalue.Obama’s2009Directivewouldfacilitatetheformationof
theOpenGovernmentPartnership(OGP),whichtodayrepresentsanetworkofsome75member
countries. InexaminingOGP’sscopeandpotential,ClarkeandFrancoli (2014) reveal thatmost
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governmentshadapproachedOGPfromamainly traditional interpretationofopengovernment,
emphasizinginformationavailabilityandaccessaswellasstrengthenedaccountability.

TheOpenGovernmentPartnershipwas launchedinSeptemberof2011withCanadaasone
ofmore than fortysignatorynationsat that time.Earlier that sameyear,however, theCanadian
Governmentannounceditsinauguralopengovernmentactionplanpredicatedupontwofoundational
commitments:anopengovernmentdirectiveandanopengovernmentlicense.Whereasthedirective
soughttoprovide‘guidanceto106federaldepartmentsandagenciesonwhattheymustdotomaximize
theavailabilityofonlineinformationanddata,identifythenatureofinformationtobepublished,as
wellasthetiming,formats,andstandardsthatdepartmentswillberequiredtoadopt,’thepurpose
ofadoptingthelicensewastoremoverestrictionsonthereuseofpublishedGovernmentofCanada
information(data, info,websites,publications)etaligningwith internationalbestpractices.’The
license,asstatedontheopengovernmentportal,allowsusersto‘copy,modify,publish,translate,
adapt,distributeorotherwiseusetheInformationinanymedium,modeorformatforanylawful
purpose’(ClarkeandFrancoli,2014).

WithrespecttotheinternalgovernanceofopengovernmentandtheActionPlan,aleadunitwould
beestablishedwithintheCIOBranchoftheTreasuryBoardofCanada:‘adedicatedOpenGovernment
Secretariatthatmanagestheoverallcoordination,monitoring,andreportingofitsimplementation
activities’(Francoli,2014,p.3).Followingpublicandstakeholderconsultation,theGovernmentof
Canadaannounceditsfirstsetofinitiativesin2012,followedbyathreeOpenGovernmentAction
Planfrom2014to2016(whichhassincebeenupdatedintoamorerecentplanfrom2016-2018by
theLiberalGovernmentthatsucceededtheConservativesfollowingtheir2015electoralvictory).

Buildinguponitstwofoundationalcommitments,thefederalgovernmentActionPlancomprises
three core dimensions – information, data, and dialogue— and twelve core commitments. Each
dimensionreflectsadifferentstartingpointanduniquebasisforpursuingdigitalgovernmentand
publicvaluecreationinmannerspredicateduponopenness.

Informationreflectsapointofdeparturerootedwithinamoretraditionalorientationofopen
government–namely improvingaccess andaccountabilityviademocraticmechanisms (suchas
Parliament),themedia,andthepublicatlarge.OpenGovernmentActionPlansofrecentyearshave
typicallyincludedpledgestoimprovetheAccesstoInformationRegime,makingiteasierforjournalists
andotherstakeholders torequestgovernmentdocuments–and lessening thesecrecyconstraints
thatoftendelayandlimitsuchrequests.TheParliamentaryOfficeroverseeingsuchprocesses(the
InformationCommissioner)hasbeenalongstandingcriticofsuccessiveGovernmentsinthisregard.

Throughthelensofdata,then,opengovernmentisbaseduponthe‘notionthatpublicsector
informationisaresource,thereleaseofwhichwillmaximizeitssocialandeconomicvaluetocitizens’
(Ubaldi,2013).Asofspring2017,theGovernmentofCanada’sopendataportalfeaturedmorethan
120,000datasetsgatheredfromvariousfederaldepartmentsandagencies-andreadilyavailable
underanopenusagelicensenowadoptedbymanyprovincesandlocaljurisdictionsaswell.Such
alicenseallowsanyoneto‘copy,modify,publish,translate,adapt,distributeorotherwiseusethe
informationinanymedium,moreorformatforanylawfulpurpose.’

OthermechanismsweresoughtbytheGOCtofurtherspuropendatausageandtheleveraging
ofsuchusageintowiderformsofinnovationacrosssocietyatlarge.TheGovernmentofCanada
thussimilarlysupported theestablishmentof theCanadianOpenDataExchangeasavehicle to
explorenewresearchandcommercializationlinkingpublicsectordataholdingswithacademiaand
theprivatesector.Thesecollectiveeffortsreflecttheemergenceofanopennesseco-system–within
whichopendatabecomesaplatformandcatalystforcollectivelearningandinnovation(Roy,2016).

Intermsofdialogue,whilearhetoricalemphasisonpublicparticipationpredatesthedigitalage,
ithasbenefitedfromahugeimpetussincetheadventoftheInternetandmoreso,modelsofGov
2.0emphasizing‘ubiquitousengagement’asakeytopublicvaluecreation(LeeandKwak,2011).
Accordingly,insuccessiveversionsoftheGOC’sOpenGovernmentActionPlanspledgesweremade
toimproveonlinecapacitiesforpublicconsultation,bettersharefindingsfrompublicconsultations
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inonlineformats,andinvestininnovativeusagesofsocialmediatodeepenpublicengagement(Roy,
2016).Themostrecentphaseofthisongoingefforttookplaceinthespringof2016,leadingtoan
updatedthree-yearplanfrom2016to2018(Francoli,2016).

The current Liberal Government (elected in 2015) has committed to a greater emphasis on
dialogue,and toamuchmoreambitioususageof socialmediaandnew technologies toexpand
citizeninvolvementingovernancemattersbothintermsofpolicy-makingandservicedelivery.The
Governmentwasrelativelyquicktosetanewculturaltonebyencouragingpublicservants–notably
scientists–tospeakandexpresstheirviewpointsopenlyviatraditionalandnewmedia,potentially
incentivizing the sort ofdirections envisionedby thepreviousversionof theOpenGovernment
Actionbutneverrealizedinpractice.Yetbymidwaythroughtheirfirstmandate,thecontoursofopen
governmenthavearguablynotalteredconsiderablyfromtheConservative’stenure.

Thecentralchallengeofopengovernmentiscultivatingamindsetofopennessbydefaultwithin
agovernance systemwhere transparencyhasbeenmanaged in amorecontainedandcontrolled
manner.Accordingly,informationanddataholdingspreviouslyregardedascorporateorproprietary
assetstobeprocessedinternallyinsteadbecomethebasisformoreoutwardformsofsharingand
dissemination.Indoingso,governmentsareseekingtocreatetheconditionsformoreresponsive
government,newformsofcollectiveandparticipativegovernanceenjoiningallsectors,andamore
engagedcitizenryinordertofostercollaborationandinnovation.

Despitethevisibilityofsuchefforts,theopendataportalandapparatusinparticular,represents
atinyexpenditurewithintheestimatedenvelopeofsomefivetosixbilliondollarsspentannually
ontechnologysystemsacrossthefederalgovernment,andassuchitisaninitiativethathasarguably
punchedwellaboveitsfinancialweight.YetasLipsandothershavenoted,andpartlybecauseof
thesemodestinvestments,widerstructuralandculturalchangestopublicsectorgovernanceofthe
sortthatwouldsubstantivelyboostthepotentialfortangiblebenefitcreation(bothinsideandoutside
ofgovernment)haveyettoberealized(Lips,2016).

ThislatterpointunderscoressimilarfindingsnotedabovefromMargettsandClarkeintheir
examination of the UKGovernment’s data capacities – and the inertia ofTPA in limiting open
governmentasapublicvaluedriver.WhileNPMremainssomewhatrelevant(giventheemphasis
oncommercialinnovationopportunitiesstemmingfromopendatapolicies–opportunitiesitshould
benoted thathavebeenmoreaspirational thandemonstrated todate), theevolutionof theopen
governmentsapparatusanditsthreemaincomponentsinCanada(information,dataanddialogue)is
arguablyalsointertwinedwithelementsofPVMandDEG.Questionsandparticipatorycapacities
associatedwithdialoguealigncloselywithPVM,whereasDEGcapturesthehorizontalgovernance
demandsofopengovernmentinorchestratingdatagatheringandsharingonagovernment-widebasis.

3.3. Engagement and Democratic Reform
SincetheadventoftheInternetande-government,digitaldemocracyhasremainedanimportant
focus for scholars, activists andevenelectedofficials aspotential andactual reformshavebeen
eitherexploredorundertaken(Roy,2006;ReddickandAikins,2012;Clarke,2013;McNutt,2014).
Inonerecentexaminationofsuchreformsacrossarangeofdemocratic-mindedcountries,Simon
etal.(2017)definedigitaldemocracysimplyas‘thepracticeofdemocracyusingdigitaltoolsand
technologies.’Theygoon,however,todistinguishbetweenminimalistandmaximalistdefinitions,
withthelatterpredicateduponamoreparticipatoryroleforcitizens.Accordingly,opengovernment
hasbecomeatransitionalprismfromearlierdigitalgovernmenteffortsemphasizingelectronicservice
deliveryandthesortofmaximalistapproachtodigitaldemocracyasdefinedbySimonetal.above.

Accordingly, a direct lineage may be drawn from the Obama Directive to scholarly reports
calling for ‘ubiquitous engagement’ strategiespredicatedonnew formsofopendata andpublic
engagement(LeeandKwak,2011;Gasco,2014),aswellastheemergenceoftheOpenGovernment
Partnershipglobally(FrancoliandClarke,2014;Roy,2016).WithintheCanadiancontext,Longo
(2017)concurswiththisbroaddirection, invokingnewertechnologiesandbigdatacapacitiesas
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basesfornewengagementtechniquesasyetunexploitedbygovernments.Instead,Longoobserves
that“governmentsstilllooktopublicandstakeholderengagementusingpriormodelsofintensive
involvement,albeitusingnewelectronicmechanisms,whichnonethelessdonotrespondtoshifting
citizenexpectations”(p.531).

In2017,inamodestefforttolinkonlineplatformswithdemocraticaccountability,theLiberal
Governmentlaunchedanonlinereportcardtrackingprogressontheirmaincampaigncommitments
from2015includinganacknowledgementofthosepromisesunfulfilled.Notsurprisingly,however,
theonlinetoolshowcasesprogressonthevastmajorityofLiberalpledges(aseithercompletedorin
progress),offeringlittlemorebywayofdetailsastohowcitizenscanfurtherunderstandtheprogress
todateandpolicyprocessesunderway.Inotherwords,lackingdetailandanyindependentcapacity
tothesite’sinformation,theonlinereportingschemeisprimarilyacommunicationstool.

Anestablishedglobalbarometerintrustsuggeststhat,whilenotdirectlyrelatedtothisparticular
initiative,onthewholetheLiberalGovernmenthasfailedtostemtheerosionofpublictrustinthe
publicsector:theannualEdelmantrustsurveyofcountriesaroundtheworldforthefirsttimein
2017placedCanadainthe‘distruster’categorywithanotabledropoftenpercentagepointsfrom
2016intrustlevelsaffordedtogovernment(from53%to43%).Theimplicationsforpublicvalue
areobviouslyimportant,apointtowhichwenowturningreaterdepth.

4. ENGAGEMENT AS A PUBLIC VALUE ENABLER?

Oneimportantandover-archinglessonfromtheprecedingcasestudyistheneedtoreframethepursuit
ofdigitalgovernmentasaprimarilyservice-drivenendeavortoonemoreequallyweightedacrossthe
threerealmsdiscussedhere(service,opennessandengagement).Whilesuchareframinghasoccurred
conceptuallyandscholarly,ithasoftenbeenresistedbytraditionalactorsandstructureswithinthe
publicsector.Suchanappliedbroadeningisnecessaryfortworeasons:first,themostsignificant
sourcesofparticipation-drivenpublicvaluearearguablyrootedwithintheevolvingdynamicsof
opennessandengagement;andsecondly,evendigitalservicereformsthemselvesareincreasingly
intertwinedwithnotionsofdialogueandengagement.HereagainitisworthreiteratingMargett’s
callforsystemicinvolvementofthepublicindemocraticgovernancesystemsformeaningfulpublic
valuecreation(Margetts,2017).

Withrespecttoopennessasafoundationalplatformforpublicvaluecreation,Millard’sarticulation
ofopengovernmentasamoreoutwardandinnovativegovernancesystemispredicatedupon‘doing
morewithmore’-ratherthan‘doingmorewithless’,thislatterphrasebeingthemantraofwhat
he termsofas ‘leangovernment’–arewell-alignedwithTPAandNPM-orientedpressuresand
constraints(Millard,2015).ForMillard,doingmorewithmorethroughsystemicopennessstems
fromtheinter-playofopenassets,openengagement,andopenservices–withparticipationasa
centralandoverlappingdimensionoftheselatterrealms.Hereinliesacentralinsightfromourcase
studyabove–namelytheabsenceofthislinkbytheGovernmentofCanada’sapproachtodigital
governmentwhichinsteadseekstocompartmentalizedigitalservicedeliveryandopengovernment
ratherthanviewthemasinterdependent.Instead,however,itisarguablyengagementthatprovides
theenablinglubricantforsuchinterdependencetobeleveragedasabasisforcollectiveadaptation
throughgreatersystemicopenness.

Infairness,andperhapssomewhatencouraginglywhenlookingahead,thereissomenascent
evidence)ofrecognitionbytheGovernmentofCanadaastoatleastpartofthislogic–asopen
governmentandopenserviceshavetentativelybeguntocross-fertilizeoneanotheringovernment
planningdocumentssharedpubliclyasabasisforpublicandstakeholderconsultation.Yetthefact
remainsthatCDSorganizationallyresideswithintheCIOBranchoftheTreasuryBoardSecretariat
(TBS),thecentralagencywithmanagementboardresponsibilitiesfortheGovernmentofCanadaas
awhole.Accordingly,theCIOfunctionality(emphasizinginfrastructureplanning,interoperability,
security,etc.),nestledwithinapredominantlyexpenditure reviewandcontrol-mindedapparatus,
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ispoorlysuitedtomanyelementsofPVM(whileTPA,NPMandevenmanyelementsofDEGfit
comfortablywithinsuchapurview).Inotherwords,CDSisanovelcreationofmodestsizeinterms
ofresourcesandauthority–andthereisariskthatitseffortstospuruser-designmethodologiesand
otherformsofserviceinnovationwillbeperceivedmoreasaformofcentralagencyintervention
thanacollaborativeundertaking.

TheinclusionoftheOpenGovernmentunit(separatefromCDS)withinthesameCIOBstructure
furtherunderscoresthisorganizationaltension.Whileitbearsnotingthattheopengovernmentteam
hasmadesignificantprogressindatagatheringandsharingcapabilities,andinemphasizing‘dialogue’
asacorecomponentofsuccessiveOpenGovernmentActionPlans,whatismissingacrossthisentire
CIOB–TBSapparatusarethehumancompetenciesandorganizationalcapacitiestoexplorepublic
engagement in fundamentallynewways.Asa result, thepublicconsultationsunderpinningboth
opengovernmentanddigitalgovernmenthavebeenundertakeninverynarrowandspecificways,
arguablymorelimitedformsofinformedstakeholderconsultationsthanwiderandmoreinnovative
formsofpublicengagementofthesortespousedbyPVMadvocates.

4.1. Service Innovation, Public Trust, and Voice
Beyondservicetransactions,thereisalsogrowingrecognitionthatPVM’snotionofvoiceisacentral
ingredientinserviceinnovationfromtheperspectivesofbothservicedesignandserviceevaluation.
Intermsoftheformer,thispassagefromanAccentureinternationalsurveyisillustrativeoftheshift
atplay:

Public services need to increasingly involve citizens in the service design—engaging them through 
online platforms (both to educate and to gain citizen inputs) and for expanding their options. Our 
Citizen Satisfaction Survey results showed that all governments need to proactively seek and secure 
citizen involvement. Even in Germany, which has the lowest score in this category, 64 percent of 
surveyed citizens believe that people should be more involved in shaping how public services are 
designed and delivered (Accenture, 2014).

The striking absence of such participative service design capacities within the Government
ofCanadaiswidelyacknowledged–andmeantinparttobeaddressedbytheformationofCDS.
Notably,aswithidentitymanagement,CDScantakeinspirationfrommanyprovincialgovernments
thathavesoughtofinvestincapacitiessuchasservicedesignunitsandinnovationlabs(Roy,2013,
2014).Asimilarandrelatedshortcomingisapparentintermsintermofserviceevaluation,asthe
much-vauntedCitizen’sFirstpublicsurveyspioneeredbytheCanadianpublicsectormorethana
decadeagohavelanguishedinrecentyears–withoutanynewsignificantpublicmethodologiesfor
serviceevaluationandperformance,despitegrowingevidenceofCanada’sstymiedpublicsector
performanceindigitalservicedeliveryandwithrespecttomobilechannelsinparticular(Roy,2014).
Instead,theLiberalGovernment’spreferenceforimportinganemphasison‘deliverology’asabasis
forinternalreportingandmeasuringoutcomeswithinthepublicsectorarguablyreflectsthemixing
ofinertiasofTPA(control)andNPM(measurement).

WhatisperhapsmostinterestingaboutthisdiscussionofmeasurementandtrustwithinaCanadian
contextistheCanadianrootsofa‘publicservicevaluechain’morethanadecadeagothatgaverise
totheCitizen’sFirstsurveyslauded,atthattime,asaninnovativetoolforbenchmarkingandbetter
understandingtheinter-relatednessbetweenserviceoutcomesandperformanceontheonehand,and
publictrustingovernmentanddemocraticinstitutionsmorebroadlyontheotherhand(Heintzman
andMarson,2005;Roy,2006).Yetthescholarly-mindedpioneersofthismethodology(adoptedby
governmentauthoritiesinalinearandquantitativemannerreflectiveoftheTPAandNPMtendencies
thathavegivenrisetodeliverologymorerecently)envisionedsuchameasurementtoolasabasisfor
awiderconversationandawiderexaminationofthedeterminantsoftrust.Inotherwords,pioneers
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oftheservicechainenvisionedanapproachmoreinlinewithPVMwhereasthetoolswereinstead
largelyconstrainedbytheinertiaofTPAandNPM.

TheresultingerosionofpublictrustintheCanadiancontextisatleastpartiallyattributabletoan
ever-moretechnologicallystagnantservicedeliveryapparatus(Roy,2014,2016).Therecentcreation
ofCanadianDigitalServicesnotwithstanding,theresulthasbeenweakenedlevelsofpublicvalue
generatedthroughserviceinnovation(oranabsenceofsuchinnovation),andawiderandinter-related
malaisesurroundingopengovernment,democraticengagementanddigitalgovernmentmorebroadly.

4.2. Looking Ahead: New Capacities for Meaningful Engagement
Itishardlynoveltosuggestthatanygovernmentmustfocusmoreonpublicengagementasameansof
cultivatingtrustandinnovation–themselvesenablersofpublicvalue.Whatbecomesapparentfrom
theCanadiancontext,however,isthatdespiterisingawarenessbothinsideandoutsideofthepublic
sectorabouttheneedforsuchaninvestment,ithasnotyetmaterializedinanysignificantmanner.In
movingbeyondtryingtounderstandwhythishasbeenthecasefortheGOC(andthusforCanadian
democracymorebroadly),itisimportanttoaskwhatsortsofreformsarewarrantedtoenableamore
virtuousandproductivecycleofengagement,trust,innovationandpublicvaluecreation.

First,andmostfundamentally,thereisanabsenceoforganizationalcapacitywithintheapparatus
oftheWestminster-basedexecutivebranchthatunderpinstheconductandoperationsoftheGOC.
While the creationofCDS ismeant tobring about amoredigitally-minded,design-centric and
thuscitizen-basedperspectiveonserviceinnovation,anddespiteuserengagementasoneimportant
aspectofitsmandate,thefocalpointofCDS’seffortsremainsinternally-minded,improvingand
updatinggovernmentservicedeliverychannels.Moreover,theemphasisonviewingthepublicin
apredominantlyservice-mindedmannerleadstoacustomerservicelogicthatisnotinherentlyout
ofstepwithpublicservicerealitiesbutis,asarguedabove,insufficientforamoreinteractiveand
collectiveapproachreflectedinthelogicofPVM.CDSmaythusincludeasmalldoseofoutward
engagementasitfocusesonenhancingserviceoutcomesbutnowhereistheGOClookingtothisnew
entitytocatalyzewiderpublicconversationsonopengovernment,policymatters,orwidergovernance
reformsthatmayfacilitatenewparticipativecapacitiesbasedupontheco-creationofpublicvalue.

Thisorganizationaldeficiency is also apoliticalmatter as it reflects theover-archingTPA-
mindedlogicofrepresentationaldemocracyandthecontrollingethosofcentralagenciesandtheir
interactionswithanexclusivesetofelectedofficials,typicallyMinistersandPrimeMinistersfrom
thegoverningpoliticalparty.Whilesuchalogiccanadmittedlybestretchedetalteredintimesof
minoritygovernments,thisengrainedconcentrationofpowerisespeciallyprevalentinCanadain
recenttimeswithfewexceptions.Accordingly,thegoverningLiberalscametopoweratthefederal
levelin2015withastrongmajorityofParliamentaryseats–succeedingaConservativemajority
government (whereas the largest Province of Ontario has witnessed, in 2018, the return of the
Conservatives in theprovincial legislaturewithasolidmajoritystatus, themselvessuccessors to
priorLiberalmajorities).Thus,whilemuchofthelogicofcontrollingandcommunications-minded
governancewouldfindresonanceinmanypoliticalregimes(andevenanyWestminsterParliamentary
variants),thisconcentrateddynamicofcentralizedpowerisparticularlyacutewithintheCanadian
context,mostespeciallyatthefederallevel(Aucoinetal.,2011).

Itis,therefore,notpossibletoaddresstheorganizationaldeficiencieswithintheGOCapparatus
withoutalsoembracingsomeformofpolitical innovation.Indoingso,wewillfocusonservice
deliveryandopengovernmentastwoareasthatcouldbenefitfrompoliticalinnovationandpublic
engagementthroughmorePVM-stylizedmechanismsmoreoutwardandparticipativethaninsular
andcontained.

Withrespecttoservice,anewandmoreparticipativescorecardandawidersetofengagement
mechanismsforbothevaluatinganddesigningserviceofferingsanddeliverycapacitiesarerequired.
InplaceofthehighlytechnocraticandquantitativescoringofCitizen’sFirstsurveys(essentially
conductedaspublicopinionsurveys),theusageofco-designinnovationlabsandcitizensadvisory
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panelscouldbeleveragedtoshapeinvestmentsanddecisionsofpublicsectorserviceprovidersboth
individuallyandcollectively.ItisatleastmarginallynoteworthyinthisregardthattheGOChas
acknowledgedtheneedforsuchwiderconversationsonthematterofdigitalprivacy.Muchasin
therealmofpublicsafety,theGOCiscreatinganexternaladvisoryboardtoadviseitonexpanding
opennessandpublicengagementinthisinherentlyinsularandsecrecy-ladenrealmofgovernment
activity(thelatterexampleisoneplankoftheGOC’sOpenGovernmentActionPlan).

Nonetheless, such trepid but hopefully not inconsequential examples of experimentation
notwithstanding, open government itself remains largely constrained by the same Westminster
apparatusshapingtheservicedeliverylogicwithinamainlytraditionalgovernancemindset(i.e.TPA
withdosesofNPMandevensomeelementsofDEGbutanabsenceofPVM).Opengovernment
agendasremainbothfullyorchestratedfromwithintheexecutivebranchandchallengedbyindependent
ParliamentaryOfficers(theInformationandPrivacyCommissionersrespectively),thusensuringthat
anypoliticalinvolvementtakesplacewithinthepartisanandadversarialconfinesofParliament.A
highlypredictablecyclethusensues,withtheGovernment(ofsuccessivepoliticalstripes)accused
ofsecrecyandattackedbytheOppositiononspecificmattersrevealedbythemedia(oftenstemming
fromParliamentaryOfficerinvestigationsandreviews),withlittledialogueoutsideofcoregovernment
agenciesastohowopennesscanbeexpandedorexploredinnovelways,asabasisforthesortof
outwardandmoreparticipativelogicespousedconceptuallybythelikesofMillard,andevenarticulated
atleastrhetoricallybytheGovernmentitself.

ItthusbecomesapparentthatanysignificantdeviationfromtheconfinesofTPAandNPM,and
anysignificantexplorationofPVMrequiresnewinstitutionalmechanismsimmersedintheinterface
betweenopennessandengagement(andwhileservicedeliveryremainsanimportantcomponentthat
wouldbenefitfromthisinterface,itshouldnotbethepointofdepartureforthesortsofsystemic
innovationrequired).Onepotentialavenueworthyofexploration is thecreationofanewmulti-
stakeholderentitydevotedtoopengovernment–withformalaccountabilitiesdiffusedacrosspartisan
boundariesandinamannerencompassingdirectcitizeninvolvement.

Beyondopengovernment,therebalancingofrepresentationalandmoredirectanddeliberative
(notoneinthesame)democraticmodelsisanessentialcomponentofpublictrust,muchasdemocratic
engagement itselfadmittedly remainsan inherentlycontestednotion.Exploring thepotential for
digitaldemocracy–anddrawingfromaseriesofbothlocalandnationalcasestudiesfromseven
differentcountries,theimplicationsfortheWestminsterParliamentarymodelarepotentiallyprofound,
requiringnotonlyarefurbishmentofParliamentitselfasaninstitutionbutalsothecreationofnew
mechanismsforengagingthecitizenryinwaysthatrecasttheinter-relatedrolesandconductofelected
officials,publicservantsandcitizens.

TheCanadianexperience,therefore,suggeststwoimportantshiftsasnecessaryprerequisitesof
suchpoliticalinnovationandadaptation:first,alesseningofstrictpartisanshipwithinthelegislative
branch; and secondly, a greater emphasis and exploration of the role of the ‘citizen’ versus the
predominant‘customer’logicthathasbeenmoreinfluentialinshapingdigitalgovernment’sevolution
thusfar.Alesspartisanandmorecollaborativepoliticalculture,coupledwithnewcivic-minded
capacities for public oversight and involvement, are not only consistent with the philosophical
underpinningsofPVMasagovernanceparadigm,buttheyenjoinservice,opennessandengagement
andcarryatleastthepotentialtoreducetheinhibitorstogreaterpublicvaluecreationinanincreasingly
digitizedandnetworkedera.

5. CONCLUSION

Bywayofconclusion,itisusefultoreturnonceagaintothemodifiedandadaptedOECDdefinition
ofdigital governmentput forth earlyon in section two–namely: the rethinkingofgovernment
policy,programandservicedeliverythroughdigitalenablers,asanintegratedpartofgovernments’
modernizationstrategies,tocreatepublicvalue.Thedefinitiongoesontoinvokethenotionofan‘eco-
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system’comprisingactorsinsideofgovernmentandstakeholdersoutsideaswellasamoreinformed
andengagedcitizenry,whilealsoreferringtothegrowingimportanceofdataintoday’ssociety.

TheGovernmentofCanadacasestudyrevealsthatelementsofthisdefinitionarebeingactedupon.
Intherealmofservice,mostnotably,thecreationofCDSismeanttocatalyzedigitalinnovationand
amoreuser-centricdesignperspectivearoundserviceprocesses.Additionally,opengovernmenthas
beenembracedasaplatformtofosteradataecosystembothwithinandoutsideofthepublicsector.
Finally,theCanadianGovernmenthasatleastrecognizedthegrowingimportanceofengagement
(admittedlyonlyindirectlyrecognizedbythedefinitionbutcentraltopublicvaluedefinitionsand
discussions)intwoways:first,viathedialoguedimensionofitsopengovernmentframework;and
secondly,viaitsdemocraticreformagendaandpoliticalpronouncementswithrespecttowidening
necessityofpoliticalinnovationandgreatercitizeninvolvementindemocraticgovernance.

Yetmuchofthisrhetorichasfailedtotranslateintomeaningfulandsystemicchangeasdigital
governmentremainsshapedpredominantlybyaTPAandNPM-basedethos(withelementsofDEG
reinforcingthesetendenciesasdigitizationtakesshape).Partofthisfailuremaywellbethatpoliticians
aresimplyunwillingtoactinnewways–waysthatfundamentallyalterpowersharingrelationships
andthuscreatepoliticaluncertaintyandrisk.Yetsuchanexplanationcannotsolelysufficegiven
thewideningcleavagebetweengovernmentpronouncements thatshapecitizenexpectations,and
governingrealitiesthatseemtobefallingshortbothbytheGovernment’sownadmissionandby
variousexternalsources(suchasthereferencedsurveyonpublictrustamongothersources).We
havethusarguedthatitisonlythroughsystemicinnovationinfosteringanewdemocraticethosbased
upontheguidingprinciplesofPVM–andthusenjoiningopennessandengagementasfoundations
forsuchanethos–thatavirtuouscycleenjoiningtrust,participationandpublicvaluecanemerge.In
suchaworld,serviceremainsessentialtogovernmentperformance,butitisnolongertheoverriding
prismofdigitalgovernment–anditcanideallybecomelessconstrainedbythetraditionalconfines
ofTPAandindustry-minedpressuresandcomparisonsofNPM.

Animportantaspectofsuchatransformation,andanareamainlyunexaminedbythisarticleand
ripeforfutureresearchopportunities,isthehorizontalgovernancecapacitieswithinthepublicsector
impliedbysuchsystemicreformspursuedthroughamorePVM-mindedlens.IntheGOCcontext,
reformssuchasCDSandopengovernmentinitiativeshavebeenhatchedmainlyfromwithinthe
confinesofatraditionalcentralagency,whereasundoubtedlymorenovelandcollaborativegovernance
arrangementsenjoiningactorsfromacrossgovernmentandspurringnewformsofintegratedbehaviour
arerequired.Suchreformswould,however,requireagreaterinvestmentofenergyandresources
byelectedofficialsintonotonlydigitalgovernmentbutpublicsectorreformmoregenerally–as
wellasagreaterexplorationofhowsuchinternalreformscanbealignedwithamoreoutwardand
participatorypolityencompassingexecutiveandlegislativeactors.

Inthisregard,whileithasnotpenetratedtheCanadianWestminsterpsycheasofyet,thereis
growingdigitalengagementexperimentationfromwhichtodraw(asdiscussedabove)including,
notably,themunicipallevelinCanadawhichontheonehandbenefitsfromalterativepoliticalmodels,
butontheotherhandisoftenovershadowedbythemuchmoresignificantfiscalandpolicyresources
andmediavisibilityofprovincialandfederalgovernments(bothstructuredsquarelyuponWestminster
customsandstructures).Thoughunclearatthemomentwhetherlocaland(morelimited)provincial
experimentationcanspurfurtherreformfederally,furtherresearchhereisalsowarranted,muchas
growinginterdependenciesbetweenjurisdictionssuggestthatpublicvaluewillalsoinvariablybe
determinedinpart,perhapsinlargepart,bytheoverallfunctioningandperformanceoftheCanadian
publicsectorasawhole–ratherthanseparatejurisdictionallevels(asdictatedbytheconstitution
andanothersourceofinfluenceoftheTPAmindsetatleastfederallyandprovincially).
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