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Goal



Goal

 To enhance Online Services Index (OSI) ranked 
15th in 2020

 To increase the level of online government 
service provision at 90%

 To increase the level of customer satisfaction up 
to 80%



New Model



Journey of Websites and Government Online Services 
Assessment and Monitoring

2005-2013
MGPWA

• 4 month in-
house 
assessment on 
government 
websites

• 2 categories 
i.e. Portals and 
websites

• Year-round self 
assessment on 
government 
websites

• Random audit

MGPWA = Malaysia 

Government Portals 

& Websites 

Assessment

ProBE = Proviver-Based 

Evaluation

ProBE

• Aligned to 7 Pillars of User 

Expectation

• Mandatory & New Criteria

• UN E-Government Survey 

aligned

• Website Rasionalisation

MUSE = Malaysian User Satisfaction 

Evaluation 

MUSE:

• Long survey and GOS E-

Rating

• Expanding usage

• Improve satisfaction

2018 

onwards

New Model

Transition period

• MUSE :

✓ GOS E-

Rating

✓ Expanding 
Usage

✓ Sentiment 

analysis

Websites and 
Government Online 
Services (GOS) 
Assessment and 
Monitoring

2014
ProBE

2015-2016

(ProBE & MUSE) 
2017
MUSE



Objectives of New Model

❏ Monitoring of Government Online Services (GOS) and websites to 

indicate compliance scoring based on 7 dimensions.

❏ Measuring citizen satisfaction on using GOS / agencies website.

❏ Profiling of GOS / agencies websites



Website Online Services

15 17

Categories

Criteria

Compliance 
Dimensions

1. Ease of 
Use

2. Quality 
of Content

6. Reliability4. Responsiveness

5. Accessibility 

3. Privacy / security

7. Web Design

Tracking 
Mechanism

GOS e-RatingWeb Crawler

Output • Public Sector Website and Online Services 

Monitoring Dashboard 

GOS 
e-Rating

7

Profiling

3
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New Model



9

Laman web dan

Online Services

Dashboard

Agensi Negeri/

Persekutuan

Sistem Pemantauan

Target  11k Online services

 657 Laman web

Crawler

SUK Negeri / 

Kementerian
Top Management



Web Design

Accessibility

Responsive

Reliability

Personalization

Privacy/ 

Security

Perceived 
Quality

Customer 
Expectation

Customer 
Satisfaction

Customer 

Complaints

Citizen Trust

Information

Ease of use

Tangibility

Accessibility

Responsive

Reliability

Empathy

Assurance

OTC *GOS

Key take away:
• The framework is a combination of *Servqual and

incorporates element from ACSI
• Different dimension to measure GOS and OTC

satisfaction.
• Perceived Quality and Customer Expectation are

two factors that impact Customer Satisfaction
• Increase in Customer Satisfaction direct correlates

with reduction in Customer complaints and increase
in Citizens’ Trust

Gap

MUSE Conceptual Framework: Dimension

In 2015, 8 dimensions were developed based on the Servqual model for MUSE which 

was tested for  years in 2015 and 2016

10



New Model (cont…)

Characteristic of the Model

▷ Profiling of websites and 
GOS

▷ Auto monitoring
▷ Real time dashboard
▷ Readiness level
▷ Alert & notification
▷ Continuous assessment

Scope of the Model

▷657 websites 
▷11k GOS



Criteria



Criteria via web crawler

Responsiveness (1)

1. Feedback Form

Accessibility (4)

1. Browser compatibility

2. Active Link

3. Device Responsiveness

4. Search Engine 
Optimisation

Reliability (2)

1. Loading Time

2. Downtime

Ease of Use (4)

1. Search function

2. Link to MyGov portal

3. Find website using 
search tool

4. W3C Disability 
Accessibility

Quality of Content (3)

1. Updated Content

2. Presence of Datasets

3. Publication

Privacy / Security (1)

1. Privacy Policy

Website (9+6=15) GOS (10+6=16)

Ease of Use (3)

1. Quick Link

2. Personalisation

Quality of Content (2)

1. Understandable content

2. Accuracy of content

Privacy / Security (1)

1. Online Service Security

Reliability (2)

1. Loading Time

2. Downtime

Web Design

1. Look and Feel

Responsiveness (4)

1. Responsiveness to 
enquiries

2. Availability of GOS e-
rating

3. Aid, Tools, and Help 
Resources

4. Feedback Auto 
Notification

Accessibility (4)

1. Browser compatibility

2. Active Link

3. Device Responsiveness

4. Search Engine 
Optimisation

Blue font      = 6 criteria for Web & GOS

Orange font = 7 criteria use GOS e-Rating



Profile Criteria

Profiling (3)

1. Mobile Apps to Go

2. Statistic transaction

3. Number online services



Search function (1/2)

1

Categories Description

Definition Search Function refers to search function made available on the website for
users to locate information within the websites only.

Conditions All conditions MUST be complied:

1. Web service must have a search form

2. Search form must be identified by an attribute in a <form> tag

1. Ease of useWEB



Search function (2/2)

1. Ease of useWEB



Categories Description

Definition Link to myGov Portal

Link to myGov Portal refers to the hyperlink provided on the website to access national portal i.e. myGov

Conditions Link to myGov Portal

a) Hyperlink to myGov portal must be correct  (http://www.malaysia.gov.my)

b) The hyperlink is active. Inactive or broken link is considered as non compliant for this criterion

Compliance (Y/N)

Mechanism Crawler

Link to Other Websites

Link to MyGOV Portal(1/2)

1. Ease of useWEB

http://www.malaysia.gov.my/


Link to Other Websites

Link to myGov portal

Link to MyGOV Portal(2/2)

1. Ease of useWEB



Categories Description
Definition Find Website Using Search Tool refers to searching of agency’s website using any  

search tool/search engine such as Google, Yahoo!, bing, Ask, AOL

Conditions All conditions must be complied:

a) “Google” search engine is used to search for the agency website

b) Search must be conducted in Malay and English Languages

c) Agency website is listed in the first page of the “Google” search engine result

d) Search result from search engines other than “Google” is considered as non  

compliant for this criterion

Find Website Using Search Tool (1/2)

1. Ease of useWEB



Result on  

1st page

English Language Malay Language

Find Website Using Search Tool (2/2)

1. Ease of useWEB



Categories Description

Definition Accessibility for the visually impaired

Accessibility to the visually impaired refers to the ability of the website to allow for a person who has sight loss 

that cannot be fully corrected using glasses or contact lenses1 to access it

Conditions Accessibility for the visually impaired

All conditions must be complied:

a) The website must provide at least one of the following:

i. Ability to change the font size

ii. Ability to change the font type

iii. Ability to change the background color

b) Number of main colors on the website must not exceed 3 colors

c) Inconsistency of font size, type of background color is considered as non compliant for this criterion

1 http://www.nhs.uk/conditions/Visual-impairment/Pages/Introduction.aspx

1. Ease of useWEB

W3C Disability Accessibility (1/2)

http://www.nhs.uk/conditions/Visual-impairment/Pages/Introduction.aspx


Ability to change font type

Ability to change background colour

Ability to change font size

Accessibility for the Visually Impaired

W3C Disability Accessibility (2/2)

1. Ease of useWEB & GOS



Categories Description

Definition Updated Content refers to the availability of the following information on the website:  

i. Broadcast: May include activities, events, announcement, tender  / quotation / recruitment announcements

ii. About Us: Includes up to date information on Minister, Deputy Minister and Senior Management 

iii. News and /or updates on government policies

iv. Frequently Asked Questions (FAQ)  

v. Achievement of Client Charter: Includes Client Charter

vi. Contact Details

The content above may be placed anywhere within the website

Conditions All conditions must be complied:

i. Broadcast: Recent updates refers to the previous 30 days information stamp. Tagging <broadcast> is required

ii. About Us: Change on information with regards to Minister, Deputy Minister and Senior Management  must be
updated immediately. Recent updates refers to the previous 30 days information. Tagging <about-us> is required

iii. News and /or updates on government policies must be updated within 30 days of the announcement. Tagging 
<news> and / or  <gov-policies> is required

iv. Have Frequently Asked Questions (FAQ):. Tagging <faq> is required.

v. Achievement of Client Charter: The agency’s client charter must be displayed together with the achievement of 
the previous 60 days from the. Tagging <client-charter> is required

vi. Have Contact Details: The information published on the website must be updated within 30 days . Tagging 
<contact-details> is required

vii. Time-stamp is required for broadcast, about-us, news and/or government policies, achievement of client charter 
and contact details.

viii. Specific taging is required for all content 1 Keep It Fresh: Steps for Updating Your Website Content

Updated Content (1/2) 2. Quality of ContentWEB

http://www.bruceclay.com/blog/steps-update-website-content/


Updated Content(2/2)

2. Quality of ContentWEB



A dataset refers to a collection of data. Most commonly a dataset corresponds to the contents of a single database table, or a single statistical data matrix1. 1

http://whatis.techtarget.com/definition/data-set

Categories Description

Definition

Machine-readable structured data
Machine-readable structured data refers to provision of dataset in format such as XLS

Application Programming Interfaces (APIs)
Application Programming Interfaces (APIs) refers to provision of dataset in API

Non-proprietary form
Non-proprietary form refers to provision of dataset in format such as CSV

Open standards from W3C
Open standards from W3C refers to provision of dataset in the in format such as RDF and SPARQL

Conditions Machine-readable structured data
All conditions must be complied:
a) Dataset must be available in Malaysia Open Government Portal (http://www.data.gov.my)
b) Link to the dataset in the above portal must be made available in the agency’s website
c) Provision of dataset that belongs to parent agency can be considered for this criterion and vice versa

Open standards from W3C
All conditions must be complied:
a) Dataset must be available in Malaysia Open Government Portal (http://www.data.gov.my)
b) Link to the dataset in the above portal must be made available in the agency’s website
c) Provision of dataset that belongs to parent agency can be considered for this criterion and vice versa

Presence of Datasets (1/2)
2. Quality of ContentWEB

http://whatis.techtarget.com/definition/data-set


http://www.data.gov/

Presence of Datasets (2/2)
2. Quality of ContentWEB



Categories Description

Definition Publications refers to any publications issued by agencies that are published or  

downloadable  in the websites

Conditions All conditions must be complied:

a) Publications can be in e-book reader or downloadable  format (e.g. .pdf,

.epub). Tagging <publication> is required

Publication (1/2)

2. Quality of ContentWEB



Publication (2/2)

2. Quality of ContentWEB



Categories Description

Definition Privacy Policy Statement1 refers to the website’s privacy policy that provides  

information on some or all of the ways the website gathers, uses, discloses, and  

manages a visitor's data.

Personal Data Protection Act2 (PDPA) refers to the Personal Data Protection Act  

2010 [Act 709]that regulates the collection, recording, holding or storing of  

personal data, and carrying out of any operation on personal data for  

commercial transactions. It does not apply to Federal and State Governments.

Conditions All conditions must be complied:

a) The website must provide either a Privacy Policy Statement or Personal Data 

Protection Act based on the services provided within the website. Tagging 

<privacy-policy> or  <pdpa> is required

b) The privacy policy statement or the Personal Data Protection Act must be  

linked or displayed on the footer of the main page

1 http://webguide.gov.au/about/privacy/ 

http://www.google.com/policies/privacy/ 

https://en.wikipedia.org/wiki/Privacy_policy
2 http://www.kkmm.gov.my/pdf/Personal%20Data%20Protection%20Act%202010.pdf

Privacy Policy (1/2)

3. Privacy / SecurityWEB

http://webguide.gov.au/about/privacy/
http://www.google.com/policies/privacy/
https://en.wikipedia.org/wiki/Privacy_policy
http://www.kkmm.gov.my/pdf/Personal Data Protection Act 2010.pdf


Privacy Policy  

Statement

Privacy Policy (2/2)

3. Privacy / SecurityWEB



Categories Description

Definition Feedback Form refers to the opinion expressed by users on the website

functionality, usage experience or issues related to the agency

Conditions All conditions must be complied:

a) Tagging <feedback-form> is required

Feedback Form (1/2)

4. ResponsivenessWEB



Feedback Form (2/2)

4. ResponsivenessWEB



Browser compatibility (1/2) 
Categories Description

Definition Browser compatibility refers to the capability or flexibility of a website, web application, 

script or HTML design to function on different types of web browsers 

Conditions All conditions must be complied:

1. Websites and online services must be compatible on all of the following web 

browsers: 

• IE

• Safari

• Chrome

• Firefox 

2. All functions of the website and online services must supported

5. AccessibilityWEB & GOS



Browser compatibility (2/2) 

Internet Explorer Google Chrome

5. AccessibilityWEB & GOS



Active link (1/2)

1 https://techterms.com/definition/hyperlink
2 https://support.google.com/webmasters/answer/76329
3 https://www.nngroup.com/articles/duplicate-links/

Categories Description

Definition Active link refers to active and error-free hyperlink file or document that allows user visit another 
location or file. 

Broken Link refers to a hyperlink that no longer points to its original destination. This could be for a 
variety of reasons such as the page has been moved or the page has been renamed. 

Conditions All conditions MUST be complied:
1. No broken link is found on the website and online services
2. For internal links within agency’s website and online services, ‘nofollow’ attribute is not allowed

5. AccessibilityWEB & GOS

https://techterms.com/definition/hyperlink
https://support.google.com/webmasters/answer/76329
https://www.nngroup.com/articles/duplicate-links/


Active link (2/2)

5. AccessibilityWEB & GOS



Device responsiveness (1/2)

1

Categories Description

Definition Device responsiveness refers to Responsive Web Design (RWD) approach whereby 

appearance of a website or online services is dependent on the screen size and 

orientation of the device used

Conditions All conditions MUST be complied:
1. The appearance of the website or online services are tailored to the screen 

size and orientation of the device
2. The information, features and functions of the website or online services must 

be available on the devices and appropriately displayed
3. Website and GOS must have <meta name="viewport" content="width=device-width, 

initial-scale=1.0">

5. AccessibilityWEB & GOS



Device responsiveness (2/2)

5. AccessibilityWEB & GOS



1 https://moz.com/learn/seo/what-is-seo
2 https://seositecheckup.com
3 https://www.w3schools.com/tags/default.asp

Categories Description

Definition Search engine optimization (SEO) is the practice of increasing the quantity and quality of traffic to
agency’s website through organic search engine results1

Conditions All conditions MUST be complied 2:
1. Meta title < 70 characters
2. Meta descriptions < 160 characters
3. All images has define ‘alt’ attribute in <img> Html tag
4. Does not use HTML deprecated tags3 defined by W3S on the main page of the website and online 

service
5. At least have a <H1> tag on the main page to represent most important topics

5. AccessibilityWEB & GOS

Search Engine Optimisation (2/2)

https://moz.com/learn/seo/what-is-seo
https://seositecheckup.com/
https://www.w3schools.com/tags/default.asp


Search Engine Optimisation (2/2)

5. AccessibilityWEB & GOS



Loading time
Categories Description

Definition Loading Time refers to the amount of time (in seconds) it takes to load the page until complete web request.

Conditions All conditions MUST be complied:
1. Automated Assessment loading time recorded for the website or online services: 5 seconds and below
2. Only loading time recorded by the new system (Automated Assessment) is considered for this criteria
3. Each web request must not be redirected more than 5 times before its completion.  

6. ReliabilityWEB & GOS



Downtime

1 https://www.w3.org/Protocols/rfc2616/rfc2616-sec10.html

Categories Description

Definition Downtime refers to the occasions whereby the website is not operational and is not accessible by the users.

Downtime does not include planned maintenance period in which the agency have informed users of the 
time and duration of website and online services unavailability for access

Conditions All conditions MUST be complied:

1. Website downtime must be within the stipulated SLA of respective agencies. 

• For agencies without SLA to comply 99.5% uptime.

2. Planned downtime must be updated in advanced into this new system.

3. Notification of the website inaccessibility must be displayed on other official channels such as GOS 
Gateway or agency social media accounts. Agency that does not own any official social media 
account is required to utilize its parent website or official accounts

6. ReliabilityWEB & GOS

https://www.w3.org/Protocols/rfc2616/rfc2616-sec10.html


Quick link(1/2)
Categories Description

Definition Refers to the number of clicks to reach the Online Services page 

Conditions All conditions must be complied:

a) Maximum of 3 clicks from the main page of the agency’s website

1. Ease of useGOS



Quick link(2/2) 1. Ease of useGOS



Online Service Security (1/2)
Categories Description

Definition Refers to the level of security configurations and encryption of Online Services

Conditions All conditions must be complied:
a) Online services must implement HTTPS protocol with valid SSL certificate 

b) Agencies to ensure the configurations of the Web Server Signature is hidden, specifically the
name, version and OS of the webservers

c) Agencies to disable directory browsing for common directory as defined by WFUZZ1

Compliance Yes / No (All conditions must be complied to consider as compliant)

Tracking 
Mechanism

Crawler (Automated Assessment)

3. Privacy / SecurityGOS

1https://github.com/xmendez/wfuzz/blob/master/wordlist/general/common.txt



Online Service Security (2/2)

3. Privacy / SecurityGOS



Categories Description

Definition Refers to the availability of GOS e-rating survey on the G2C Online Services

The GOS e-rating script must be embedded at the completion of the Online Service 

transaction. 

Conditions All conditions must be complied:
a) The GOS e-Rating script must be available at the defined location disclosed on this new 

system Profile page
b) The embedded script must match exactly as the GOS e-Rating script

4. ResponsivenessGOS

Availability of GOS e-Rating (1/2) 



4. ResponsivenessGOS

Availability of GOS e-Rating (2/2) 



Objektif GOS e-Rating

1. Mengukur kepuasan pelanggan perkhidmatan dalam talian
kerajaan.

2. Mengumpul dan menganalisis pandangan dan cadangan kualitatif
melalui maklum balas pengguna perkhidmatan dalam talian
kerajaan bagi menambah baik dimensi penyediaan perkhidmatan
dalam talian kerajaan iaitu :
a. Ease of use
b. Quality of content
c. Responsiveness
d. Web Design



Kategori Huraian

Definisi Seberapa mudahnya perkhidmatan ini boleh di sesuaikan kepada keutamaan pelanggan

individu

Syarat 1. Perkhidmatan ini disediakan mengikut kumpulan pengguna (Pekerja/majikan, pelajar/guru, 
warganegara/bukan warganegara)

Pematuhan Skala likert (1 hingga 5 )

Skor 4 & 5 lebih daripada tahap National Compliance

Mekanisme
Pengesahan

GOS e-Rating

Peribadi/Personalisation

GOS 1. Ease of use



Kategori Huraian

Definisi Merujuk kepada penyediaan maklumat yang jelas.

Syarat Semua syarat mesti dipatuhi :

(a) Maklumat yang disediakan mesti jelas dan secara langsung

(b) Penggunaan istilah awam (‘layman term’) dengan teknikal jargons yang minimal

(c) Penggunaan bahasa yang mudah. Contoh : ‘Cabutan’

(d) Susun atur kandungan bagi setiap halaman adalah tersusun dan konsistent.

Q1 : Perkhidmatan ini menyediakan maklumat atau arahan yang mudah difahami

Pematuhan Skala likert (1 hingga 5 )

Skor 4 & 5 lebih daripada tahap National Compliance

Mekanisme
pengesahan

GOS e-Rating

1 Keep It Fresh: Steps for Updating Your Website Content

Kandungan yang difahami
/Understandable Content

GOS 2. Quality of Content

http://www.bruceclay.com/blog/steps-update-website-content/


Kategori Huraian

Definisi Merujuk kepada penyediaan maklumat yang tepat dalam perkhidmatan dalam talian kerajaan

Syarat Semua syarat mesti dipatuhi :

(a) Penyediaan maklumat di dalam perkhidmatan dalam talian mesti terkini dan spesifik

(b) Maklumat yang disediakan mestilah mencerminkan amalan semasa daripada perkhidmatan
yang ditawarkan (Contoh: Senarai dokumentasi yang diterbitkan di laman web mestilah
dokumen yang sama diperlukan di kaunter)

Q1 : Perkhidmatan ini menyediakan maklumat atau arahan yang tepat

Pematuhan Skala likert (1 hingga 5 )

Skor 4 & 5 lebih daripada tahap National Compliance

Mekanisme

pengesahan

GOS e-Rating

1 Keep It Fresh: Steps for Updating Your Website Content

Ketepatan Kandungan/
Accuracy of Content

GOS 2. Quality of Content

http://www.bruceclay.com/blog/steps-update-website-content/


Kategori Huraian

Definisi Merujuk kepada kerangka masa yang diberikan kepada agensi untuk memberi respons akan

pertanyaan yang dibuat oleh pengguna melalui perkhidmatan dalam talian

Syarat Semua syarat mesti dipatuhi :

(a) Respons lalai terhadap sebarang pertanyaan oleh pengguna adalah dalam masa 7 hari
bekerja seperti 'Panduan Pengurusan Perhubungan Pelanggan' daripada 'Pekeliling
Kemajuan Kemajuan Pentadbiran Awam Bilangan 1 Tahun 2008'. 

(b) Sekiranya agensi telah menegaskan waktu respons kurang daripada 7 hari bekerja dalam
Piagam Pelanggan (contohnya: Masa maklum balas untuk pertanyaan adalah dalam masa 
3 hari bekerja), jangka masa yang lebih pendek untuk respons akan mengambil masa.

(c) Maklum balas yang dihantar di luar jangka masa yang ditetapkan dianggap sebagai tidak
menepati.

Q1 : Perkhidmatan ini memberikan maklum balas yang cepat kepada anda

Pematuhan Skala likert (1 hingga 5 )

Skor 4 & 5 lebih daripada tahap National Compliance

Mekanisme
pengesahan

GOS e-Rating

WEB 4. ResponsivenessResponsif kepada Pertanyaan/
Responsive to Enquiries



Kategori Huraian

Definisi Merujuk kepada maklumat yang akan membantu pengguna

apabila menggunakan perkhidmatan dalam talian termasuk petua, garis panduan, manual

pengguna, carta alir, tutorial video dan sebagainya.

Syarat 1. Semua perkhidmatan dalam talian (Bilangan Kriteria Perkhidmatan Dalam Talian yang 
dikenalpasti) mestilah mempunyai salah satu daripada lima contoh tersebut.

2. Ia mesti disediakan di halaman utama perkhidmatan dalam talian masing-masing.

3. Soalan Lazim tidak dianggap sebagai sebahagian daripada kriteria ini.

Q1 : Panduan pengguna membantu anda membuat transaksi perkhidmatan ini

Pematuhan Skala likert (1 hingga 5)

Skor 4 & 5 lebih daripada tahap National Compliance

Mekanisme
pengesahan

GOS e-Rating

GOS 4. ResponsivenessBantuan, Alat, Sumber Bantuan/
Aid, Tools and Help Resources



Kategori Huraian

Definisi Merujuk kepada paparan notifikasi selepas penghantaran maklum balas oleh

pengguna

Syarat 1. Pemberitahuan mesti memberi maklumat mengenai status penyerahan borang maklumbalas
sama ada ia telah dihantar atau diterima.

2. Mesej pemberitahuan perlu meliputi kerangka masa tempoh memberi tindakbalas dari
pegawai yang berkaitan.

3. Pemberitahuan tanpa kerangka masa dianggap sebagai tidak menepati kriteria ini

Q1 : Paparan notifikasi selepas tamat transaksi adalah meyakinkan

Pematuhan Skala likert (1 hingga 5)

Skor 4 & 5 lebih daripada tahap National Compliance

Mekanisme
pengesahan

GOS e-Rating

GOS 4. Responsiveness

Maklum balas Pemberitahuan Automatik
/ Feedback Auto Notification



Kategori Huraian

Definasi Merujuk kepada bagaimana sesuatu laman web kelihatan dan bagaimana perasaannya

apabila pengguna tersebut berinteraksi dengannya.

Syarat 1. Mengekalkan rupa dan rasa yang sama pada setiap halaman.
2. Header, footer dan panel sisi yang konsisten pada setiap halaman.

Q1 : Susun atur pada setiap halaman adalah seragam

Pematuhan Skala likert (1 hingga 5)

Skor 4 & 5 lebih daripada tahap National Compliance

Mekanisme
pengesahan

GOS e-Rating

Look and Feel

GOS 7. Web Design



Proposed Monitoring Dashboard



Public Sector Compliance and Performance Dashboard

TOP MANAGEMENT Dashboard  Website

Compliance scoring
Prioritization Matrix

Compliance score

88.4 

%
58



Public Sector Compliance and Performance Dashboard

0

2

4

6

Usage

TOP MANAGEMENT Dashboard  

Compliance scoring

Statistics of GOS Usage

Prioritization Matrix

User SatisfactionAvailability of GOS

88.4 

%
81 %
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Overall Agency Dashboard

National 

Average

Compliance scoring
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Agency Dashboard (2)

60

User Satisfaction

78

%



Agency Dashboard (2)

Website and GOS Compliance and Performance Dashboard

National 

Average

Website GOS

List of GOS with Compliance details :

1. Online service security

2. Privacy policy

61



Compliance Matrix

Reliability

Quality of 
Content

Responsiveness

Accessibility

Satisfaction Driver HighLow

Low

High

C
o

m
p
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a

n
c

e
 o

f 
D

im
e

n
si

o
n

Notes:  

• Satisfaction drivers derived from MUSE 2016 results

• Satisfaction drivers must be periodically reviewed as each driver is dynamic to user needs

Key Priorities for Action

Strength to Build onAreas to Maintain

Secondary Priority

Security & 
Privacy

Ease of Use

Web Design

Objectives of the Compliance Matrix:

• To map the level of overall compliance to user needs

• To provide a quick guide for immediate intervention  
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Dimension Rating – National Level
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Dimension Rating – Compliance Scoring
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Agency Dashboard (3) – Criteria Ratings
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Sep 17 Okt 17 Nov 17 Dis 17 Jan 18 Feb 18 Mac 18 Apr 18 May 18 Jun 18

Implementation Plan 

System Requirement New Monitoring Model Briefing

Monitoring Implementation

Go LIVE

GOS e-Rating 2018 Assessment
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Migration hosting GOS e-Rating

Data Migration

System Development
System Testing

Training

Development of GOS e-Rating 2018 Questions

GOS e-Rating 2018 Implementation Briefing

GOS e-Rating 2018 Pilot Test

Done On going Coming soon



Thank you


