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PRESS RELEASE 

80% of Australia and New Zealand residents believe digital Government 
services are on par or better than private sector, but accessibility 
improvements needed  

- 86% of Australians and New Zealanders want more inclusive services to 
better serve people with a disability 

- Over half are calling for one central sign-in across Government services – 
showing strong appetite for a streamlined digital ID   

  
Australia and New Zealand – June 22, 2021: Four out of five Australians and New Zealanders 

believe the digital services they access from Government, such as websites, apps and platforms, are 

superior or on par with those they access from private sector businesses, new research from Infosys 

(NYSE: INFY), a global leader in next-generation digital services and consulting, has revealed. 

The data indicates while most users had positive digital experiences, over 80% noted more can be 

done for those living with a disability or in regional areas. 

The study of 1,500 Australians and 1,000 New Zealanders found most (80%) had accessed digital 

Government services within the past year, reporting time saving benefits (39%), feeling confident 

using the services (38%), and finding them easy to use (35%).   

“With millions of Australians and New Zealanders now accessing Government services through digital 

channels, it’s a significant achievement to see satisfaction levels are on par and  sometimes better 

than their experiences with private sector applications,” commented Senior Vice President and 

Regional Head Australia and New Zealand, Andrew Groth.   

“Continuing to evolve user experiences, particularly among diverse audience groups, will be critical to 

creating truly inclusive digital services as well as help convert those who currently prefer non-digital 

channels. This includes finding new ways to connect citizens with Government services, enriching 

their lives through data and reimagining the human experience of both digital and physical 

touchpoints.” 

Serving the needs of those living with a disability 

The research found demand for greater data sharing was high on the agenda for people living with a 

disability. More than two in five (44%) called for medical history and healthcare information to be 

made available to healthcare professionals to improve the level of personalised care they receive.  

But with increased data sharing comes increased perceived risk, with those with a disability more 

concerned about online security and privacy practices compared to the broader population (46% vs 

39%). These citizens also sought more choice over what personal information is shared across 

specific Government agencies (39%). 

Darrin Bond, Assistant Director-General at the Department of Children, Youth Justice and 

Multicultural Affairs commented, “Digital government services and apps are central to how we deliver 

services to citizens. This past year has shown us that digital inclusivity is even more important as 

people with disability and lower digital confidence are highly impacted by the pandemic and its 

associated economic impact. We continue to be committed to addressing their needs in services 

design and delivery.”   

Calls for streamlined digital identity 

While Australian and New Zealand digital Government services are considered to be world leading, 

both nations are approaching major turning points to improve data sharing and promote a 

more holistic approach to the digital citizen experience. In Australia this takes the form of an 
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Intergovernmental Data Sharing agreement, while New Zealand is developing a Digital Identity Trust 

Framework.  

Over half of the survey respondents called for one central sign in to access all digital Government 

services, noting too many login points at present. The issue of access was exacerbated for those 

living with a disability. Just under a quarter (24% compared with 19% of all respondents) said they 

struggled to remember multiple passwords and account credentials for each platform, and 

33%(versus 24%) found it difficult to locate the right information. 

“There’s a strong appetite for a digital identity that could streamline and simplify how we all engage 

across the digital economy. However implementing a highly trusted Digital ID that will work 

seamlessly across private and public sector, is an important part of our journey to be a leading digital 

economy,” added Mr Groth.  

Citizen feedback  

The study demonstrates that valuable feedback can be generated by asking Australians and New 

Zealanders to share their views on how to improve digital services, particularly people who identify as 

indigenous or those living with a disability.  

For example, while the population at large is divided on whether empathy should be built 

into digital services, anecdotal feedback from the survey indicates it could be especially 

important for those with a disability. One respondent stated, “when it comes to disability, not all cases 

are the same, and require human attention and empathy to provide best outcomes.”  

In fact, a fifth of respondents wanted more opportunities to provide feedback and recommendations to 

Government, more popular (27%) among those with a disability.  

Over three quarters of all respondents think more digital Government services should be available 

online, while 7 in 10 people believe they should be available in more languages – especially important 

among those who identified as indigenous (84%). 

“We have a diverse community, so we need to design online experiences with all citizens in mind. 

There is value in continually seeking feedback and improvements from citizens to ensure we continue 

to support everyone in the community,” concludes Mr. Groth.  

Explore this Infosys research report - What’s Next for Digital Government Services here 

 

ENDS 

NOTES TO EDITOR  

Methodology 

Infosys commissioned independent market research conducted by Pollfish in early 2021, surveying 

2,500 Australian and New Zealand residents aged 18 and over.   

. 

About Infosys 

Infosys is a global leader in next-generation digital services and consulting. We enable clients in over 

50 countries to navigate their digital transformation. With nearly four decades of experience in 

managing the systems and workings of global enterprises, we expertly steer our clients through their 

digital journey. We do it by enabling the enterprise with an AI-powered core that helps prioritize the 

execution of change. We also empower the business with agile digital at scale to deliver 

unprecedented levels of performance and customer delight. Our always-on learning agenda drives 

their continuous improvement through building and transferring digital skills, expertise, and ideas from 

our innovation ecosystem. 

https://www.infosys.com/australia/public-sector/insights/digital-government-services-report.pdf


  

 

 

Visit www.infosys.com to see how Infosys (NYSE: INFY) can help your enterprise navigate your next 

Safe Harbor 

Certain statements in this release concerning our future growth prospects, financial expectations and 

plans for navigating the COVID-19 impact on our employees, clients and stakeholders are forward-

looking statements intended to qualify for the 'safe harbor' under the Private Securities Litigation 

Reform Act of 1995, which involve a number of risks and uncertainties that could cause actual results 

to differ materially from those in such forward-looking statements. The risks and uncertainties relating 

to these statements include, but are not limited to, risks and uncertainties regarding COVID-19 and 

the effects of government and other measures seeking to contain its spread, risks related to an 

economic downturn or recession in India, the United States and other countries around the world, 

changes in political, business, and economic conditions, fluctuations in earnings, fluctuations in 

foreign exchange rates, our ability to manage growth, intense competition in IT services including 

those factors which may affect our cost advantage, wage increases in India, our ability to attract and 

retain highly skilled professionals, time and cost overruns on fixed-price, fixed-time frame contracts, 

client concentration, restrictions on immigration, industry segment concentration, our ability to 

manage our international operations, reduced demand for technology in our key focus areas, 

disruptions in telecommunication networks or system failures, our ability to successfully complete and 

integrate potential acquisitions, liability for damages on our service contracts, the success of the 

companies in which Infosys has made strategic investments, withdrawal or expiration of governmental 

fiscal incentives, political instability and regional conflicts, legal restrictions on raising capital or 

acquiring companies outside India, unauthorized use of our intellectual property and general 

economic conditions affecting our industry and the outcome of pending litigation and government 

investigation. Additional risks that could affect our future operating results are more fully described in 

our United States Securities and Exchange Commission filings including our Annual Report on Form 

20-F for the fiscal year ended March 31, 2021. These filings are available at www.sec.gov. Infosys 

may, from time to time, make additional written and oral forward-looking statements, including 

statements contained in the Company's filings with the Securities and Exchange Commission and our 

reports to shareholders. The Company does not undertake to update any forward-looking statements 

that may be made from time to time by or on behalf of the Company unless it is required by law. 

For more information contact PR_Global@Infosys.com 

 

https://apc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.infosys.com%2F&data=04%7C01%7CWilhelmina_D%40infosys.com%7C69226aba00214bbcf2b008d92a37a6b8%7C63ce7d592f3e42cda8ccbe764cff5eb6%7C0%7C0%7C637587240821820304%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=RoQP8Oh0CyvOPTy1dj1Xp%2BBERDwPPatEORxJ0rEz75U%3D&reserved=0
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