
Digital transformation training programme
Module #1

Introduction to 
digital government
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Can you introduce yourself, 
and tell us what made you 
want to participate in this 
learning programme?

10-min group discussion



A few  house rules before 
we start
● Make sure your name is displayed

● Keep your video on unless you have connectivity 
issues

● Mute if you're not speaking

● Don’t hesitate to ask questions by raising your hand or 
using the chat 



Learning objectives of the programme

Explain the concept of digital government

Appreciate how digital government can create value

Understand the enablers and barriers to digital 
government



Learning objectives of the programme

Become digital experts or practitioners

Learn how to use digital tools



Presentation of the learning modules

1. Introduction to digital 
government

2. Human-centred design for 
digital services

3. Agile and open ways of 
working

4. Building trust in digital 
government

5. Data: uses, opportunities and 
risks

6. Managing digital technology 
risks 

7. Navigating barriers to digital 
government



1. Definition of digital government

2. Purpose of digital government

3. Enablers of digital government
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3. Enablers of digital government



Before we define digital 
government, let’s define digital.



Digital is not the same as IT.



Technologies

Doing IT (Information 
Technology) means 
using computers to 
store, retrieve, and 
exchange all forms of 
electronic data. 



Culture

Processe
s

Technologies

Business 
models

Digital

Being digital: 
applying the culture, 
processes, business 
models and 
technologies of the 
internet era to 
respond to people’s 
raised expectations.



Digital transformation 
means changing how 
an organisation runs 
itself.





How would you define digital 
government?

10-min group discussion



Digital government is about

● better responding to the needs of everyone, 
either through service delivery or policy making



By everyone we mean anyone 
who uses public services or can 
be impacted by public policies 
(eg people, businesses, students, 
associations, residents, tourists).



Digital government is about

● better responding to the needs of public 
services users

● by making the most of the digital era, be it in 
terms of technologies, culture, processes or 
business models.



Digital government is not about

● using technology for the purpose of using 
technology



“I want us to ask 
ourselves every day, how 
are we using technology 
to make a real difference 
in people’s lives”

Barack Obama, former USA 
President



Example



Example





Digital government is about

● using technology for the purpose of using 
technology improving people’s lives



Can you think of a digital solution 
(an app or something else) that 
does not answer actual needs, like 
the Iowa caucus app?

10-min group discussion



Digital government is not about

● using technology for the sole purpose of using 
technology,

● adding layers of complexity to public services



“Do the hard work to make things simple

Making something simple to use is hard -
especially when the underlying systems are 
complex - but that’s what we should be doing.

Don’t take “It’s always been that way” for an 
answer.”

design principle #4



Digital government is about

● using technology for the purpose of using 
technology improving people’s lives

● Taking off adding layers of complexity from 
public services



Digital government is not about

● using technology for the sole purpose of using 
technology,

● adding layers of complexity to public services or

● putting everything online.



Source: International Telecommunication Union

99 21%

79% 91%

active mobile-
broadband 
subscriptions per 
100 inhabitants, 
2020

households with 
internet access at 
home, 2017

population covered 
by at least a 4G 
mobile network, 
2020

male/female 
internet users as a 
% of total male/ 
female population



Source: International Telecommunication Union

35% 53% 23%

individuals 
using the 
internet, 2020

households with 
internet access at 
home, 2020

households with 
a computer at 
home, 2020



Not everyone with the internet is able to use it 
easily on a regular basis:

Skills Affordability Trust Ability



Digital government is about

● using technology for the purpose of using 
technology improving people’s lives

● talking off adding layers of complexity from 
public services

● putting serving everyone thing online.



1. Definition of digital government

2. Purpose of digital government

3. Enablers of digital government



What do you expect from digital 
transformation in government?

10-min group discussion



Digital government can help

● deliver better and more accessible services



People don’t have to travel nor queue anymore 
to access digital public services, which can 
save them time and money

Example



Example

With one-stop shops, people don’t have to 
worry about where they can access services.



Digital can help governments

● deliver better and more accessible services

● inform and evaluate decision making



In the digital era, it’s both easier 
and cheaper to collect, store and 
analyse large amounts of data.



Data can help governments identify 
populations in need and target their support in 
the event of adverse shocks

Example



Data can support decision making and 
evaluate the impact of government policies 
and measures

Example



Does your organisation currently 
use data for decision making?

What challenges does it face in 
doing so?

10-min group discussion



Digital can help governments

● deliver better and more accessible services

● inform and evaluate decision making

● increase transparency and accountability



Digital allows governments to 
make public service information 
readily available in the public 
domain, and thus improve 
transparency.



Digital can help governments

● deliver better and more accessible services

● inform and evaluate decision making

● increase transparency and accountability

● make civic participation easier



Digital gives governments the 
opportunity to engage with 
everyone at scale. 

They can get feedback on 
services, policies, budgets, etc.



Example



IllustrationExample



Has your organisation ever used 
digital tools to communicate with 
people?

What were the benefits? Did it 
face any challenges? 

10-min group discussion



But digital government 
transformation is not human-
centre by default. 



Digital government can:

● accentuate inequalities



Example



People in Bangladesh can access public 
services online from the 8,280 digital centres 
set up across the country

Example



“Deliver government 
services to the doorstep 
of the people. Providing 
government services is 
not a matter of kindness 
or benevolence.”

Abdul Hamid, President 
of Bangladesh



Digital government can:

● accentuate inequalities

● lead to disproportionate surveillance



Example



Do you have any worries about the 
digital transformation of your 
organisation, and government?

10-min group discussion



1. Definition of digital government

2. Purpose of digital government

3. Enablers of digital government



Digital transformation is not just 
the work of digital teams.

It requires everyone to be 
involved.



Supportive 
leadership



Supportive 
leadership

Whole-of-
government approach



Whole-of-government approach: 
moving away from silos to formal and 
informal cooperation across the 
portfolio boundaries of government 
organisations to achieve an integrated 
response to particular issues



Example
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Government as a Platform (GaaP) means 
‘reorganising the work of government around a 
network of shared components so that civil 
servants, businesses and others can deliver 
radically better services to the public, more safely, 
efficiently and accountably.’



Supportive 
leadership

Agile and open 
culture

Whole-of-
government approach



People’s 
trust Supportive 

leadership

Agile and open 
culture

Whole-of-
government approach



Digital transformation does 
not happen overnight.



It’s not always easy to

● hire digital talent

● secure budget 

● procure digital services

● manage legacy systems

● navigate legal and regulatory requirements



Singapore’s digital journey

Digital inclusion

Government services

People and skills

1980s 1990s 2000s 2010s 2020s



Digital inclusion

XX

1980s 1990s 2000s 2010s 2020s

New SG Digital 
Office to 
accelerate 
digital adoption, 
focusing on 
seniors and 
stallholders

Liberalisation of the 
Internet Service 
Providers’ market

From improving internet access to supporting digital adoption

Incentives to catalyse 

infrastructure

Incentives to catalyse 
private-sector investment in 
new broadband 
infrastructure



Government services

XX

1980s 1990s 2000s 2010s 2020s

From online services to human-centred services

National 
Computerisatio
n Programme 
focused on 
automating 
internal 
processes

Sporadic, agency-led 
development of online 
public services

Focus on human-
centred services

New central coordinating 

identity

New central coordinating 
entity with strategic 
national projects like digital 
identity



Lifelong Lifelong 
learning
opportunities

1980s

Schemes to attract foreign talents

People and skills

1990s 2000s 2010s 2020s

Significant investments in education and R&D

Attracting and developing talent from the start

Creation 

Academy

Creation 
of 
GovTech 
Singapore 
Digital 
Academy



10-min group discussion

What are your key takeaways
from today’s session?



● Digital is not the same as IT. It includes other 
aspects than technology, like cultural aspects. 

● Digital government is about improving people’s 
lives, not about using technology for the sake of 
it.

● Digital can help governments deliver better and 
more accessible services, inform and evaluate 
decision making, increase transparency and 
accountability, and make civic participation 

Takeaways



● But digital government transformation is not 
human-centre by default. This requires will and 
effort.

● To enable digital transformation, governments 
need supportive leadership, a cross-department 
governance system, an agile and open culture, 
as well as people’s trust.

Takeaways



Next module: 
Human-centred design for digital 
services



This presentation has been designed using resources 
from Flaticon.com and Unsplash.com.


