
Train-the-trainer session
September 6th



Goals

At the end of this session, we’d like you to:

● Understand the context around the creation of the digital government 
training programme

● Feel confident in delivering the programme to civil servants

● Feel confident in bringing changes to the programme, to better suit the 
needs of civil servants in your country 



Agenda

1. Presentation of the training programme: genesis, audience, objectives, 
material and delivery approach 

2. Zoom in on each of the module 

3. How to engage with the training participants and run the interactive 
activities 

4. How to take ownership and iterate on the modules 

5. Conclusion and Q&A



Engagement rules

● Raise your hand to speak

● Don’t hesitate to make use of the chat to share questions and 
comments

● Keep your video on if you can



Presentation of the training programme 

Zoom in on each of the module

How to take ownership of the modules

Conclusion and Q&A 

How to engage with training participants



How it started

In January 2022, Public Digital was commissioned by the United Nations 
Development Programme (UNDP) Asia Pacific Regional Innovation Centre 
(RIC) to scope and develop a series of eight training modules on digital 
transformation for civil servants in the region, starting with Cambodia and Sri 
Lanka.



Audience of the training programme

● Mid-level managers 

● With essential IT skills and an appetite for digital 

● From any government organisation/team



Objectives of the training programme

● Introduce civil servants to the concept of digital government and its benefits

● Convey enthusiasm and build momentum for digital transformation

● Highlight the importance of taking a whole-of-society approach to digital 
transformation

● Build confidence in discussing digital topics

● Help encourage an approach to service design that is human-centred, 
inclusive

● Prepare the ground for cultural change, by introducing the concept of agile 
ways of working



Content

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

Leadership for 
digital government



For each module, you have access to:

a slide deck a script (to guide you)



Format

● In-person or remote

● Up to 20 participants per cohort

● Up to 4:00 per module

● Balanced mix of presentations and interactive activities/discussions

● Can be delivered consecutively (eg. across a week) or across a longer 
period of time (eg. one module a week)

● Part of a portfolio of digital government interventions/ support from 
UNDP



Presentation of the training programme
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How to take ownership of the modules

Conclusion and Q&A 

How to engage with training participants



Digital transformation training programme
Module #1

Introduction to 
digital government





● 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 easier.

Takeaways



Culture

Processes

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 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.



Digital can help governments

● deliver better and more accessible services

● inform and evaluate decision making

● increase transparency and accountability

● make civic participation easier



● 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



People’s 
trust Supportive 

leadership

Agile and open 
culture

Whole-of-
government approach



Digital transformation training programme
Module #2

Human-centred 
design for digital 
services





1. Introduction to human-centred design

● Human-centred design is an empathic approach 
to service design. It’s about understanding the 
needs of service users and their limitations.

● User needs are different from service 
requirements. They express people’s goals, values 
and aspirations.

Takeaways



Human-centred design is an 
empathic approach to service 
design.

It’s about understanding the needs 
of service users but also their 
limitations.



Barriers to using digital public services:

● Access
● Skills
● Trust
● Ability



2. Doing user research in government

● User research is the deliberate study of users to 
reveal insights on their needs, problems and 
context to inform the development of services.

● There are many ways to conduct user research, at 
every stage of the service development process.

● Conducting user interviews is only one of them, 
but one worth trying out!

Takeaways



User research gives 

insights,    empathy,   inspiration.

deep 
understanding of 
the service from 
users’ 
perspectives

drives, 
motivates and 
excites the team 
to design great 
services

new ways of 
thinking, that can 
push expansive 
ways of designing 
solutions



Digital transformation training programme
Module #3

Agile and open 
ways of working



Individuals and 
interactions 

over

processes and tools

Customer 
collaboration 

over

contract negotiation

Working software 
over

comprehensive 
documentation

Responding to 
change 

over

following a plan



Starting small = minimising the 
impact of failure 



Service development cycle

Discovery Alpha Beta Live



Core principles of working in the open

● Communicating in short, frequent updates, 
without ‘big reveals’ 

● Speaking honestly, without spin

● Acknowledging that things will go wrong, 
admitting it when they do



Why working in the open at the public level:

● Share knowledge, ideas and code

● Own your narrative

● Gain in visibility

● Attract talent

● Build trust



Digital transformation training programme
Module #4

Building trust in 
digital government

 





Barriers to trust in digital government

● Lack of digital awareness

● Bad experience of government, and especially of 
online services

● Fear of data breaches and cyber attacks

● Poor perception of government, and fear of 
governmental data abuse



Trustworthy use of data and technology

Public 
trust

Ethics

Transparency

User 
experience

Privacy 
and 

consent

Security







Cyber hygiene tips

● Update software regularly

● If in doubt, do not click or open

● Use strong passwords and multi-factor authentication

● Don’t send sensitive information unencrypted by mail

● Protect your devices with antivirus software

● Check the security policy for accessing government 
information



● Data privacy is a fundamental human right which 
all digital services should respect and protect.

● Governments have an important role to play in 
improving cybersecurity by increasing awareness, 
designing human-centred security policies and 
building incident response capability.

● Security is not an afterthought and must be 
included in all stages of the service development 
lifecycle.

Takeaways



Digital transformation training programme
Module #5

Data: uses, 
opportunities and risks





Value of 
open 
data

 

 

 

Economic

Governance

Social



The data value cycle

Collecting 
and 

generating

Storing, 
securing and 
processing

Sharing, 
curating and 
publishing

Using and 
reusing

Public value

Non-government 
sources

Government 
sources



The once-only principle means that people should 
supply their government with the same information 
only once.



● The once-only principle is to ensure citizens do not 
need to provide governments with information they 
have already supplied.

● Implementing the once-only principle improves the 
citizen journey and increases efficiency.

● Data ethics apply to all stages of the data lifecycle, 
from the collection of data to the deployment of 
policies or services informed by data analysis. 

Takeaways



Digital transformation training programme
Module #6

Managing digital 
technology risks 





Main types of risks

● Operational 
● Value creation 
● Cyber and data privacy
● Reputational 



Making technology choices

● Problem-oriented approach
● Portfolio balancing
● Building versus buying

○ Use of open source
○ On-premise versus cloud
○ In-house versus outsourced delivery



Do’s

● Implement incrementally

● Keep options opened

● Learn from mistakes

● Manage change



● Internet, mobile and cloud technologies have reshaped the way 
governments build and deliver services.

● Governments have much to do, with limited time, money and people. 
It’s therefore important for organisations to develop a balanced portfolio 
of technology projects.

● For each project, they need to make tactical decisions (e.g. off-the-shelf 
vs bespoke software, use of open source building blocks, in-house vs 
outsourced delivery).

● Whatever they decide, failure is likely. To manage risks, they need to 
start small, and iterate.

Takeaways



Digital transformation training programme
Module #7

Navigating barriers to 
digital government





Hiring and retaining digital talent

Challenges Good practices

Rigid career 
frameworks

New hiring routes

Redesigned environment and culture

Hard-to-find and 
traditional job ads

Creative job advertising

Matching the right 
talent to the right 
problem

Specialist career progression 
frameworks

Takeaways 



Procuring digital products/services

Challenges Good practices

Drafting good 
tender documents

Multidisciplinary teams with 
procurement experts

Long procurement 
procedures

Framework agreements and networks 
of trusted providers

Little flexibility in 
contract 
management

Large contracts broken down into small 
lots

Takeaways



Securing funding for digital

Challenges Good practices

Making the case for 
funding

Balanced portfolio of projects with 
measurable short and long-term 
impacts

Traditional funding 
models

Fund less, more often

Projects’ 
sustainability

Fund and empower digital teams, not 
projects

Takeaways



Legislative and regulatory barriers

Challenges Good practices

Laws made before 
the digital age

Identify what needs to be changed

Involve legal experts in digital service 
teams

Lack of regulation in 
new tech areas

Adopt an agile approach to regulation

Takeaways



Internal adoption of digital service

Challenges Good practices

Lack of ownership Involve civil servants in the development 
of new digital services

Lack of skills Invest time in change management

Lack of incentive Ask leaders to show the example

Takeaways



Presentation of the training programme

Zoom in on each of the module

How to take ownership of the modules

Conclusion and Q&A 

How to engage with training participants 



Each module consists in a mix of introductions to digital concepts, 
examples, and group discussions and activities. 

We’ve used colour coding on the slides to differentiate the types of content.

Different types of content



We’ve included group discussions and activities to the modules to make 
them interactive, and spark debate among participants. 

There are never right or wrong answers. 

The idea is to invite participants to reflect on the concepts that are 
presented to them, and think about how they relate to their activities. 

Group discussions and activities



As a trainer, your role is not to answer all the questions of the participants, 
nor to comment on everything they say. 

It should be made clear from the start that you’re not a digital expert.

However you’ll play a key role in guiding and moderating discussions. 
What matters most is your ability to create a safe space, where people 
feel comfortable sharing their thinking and experiences.

Group discussions and activities



Resources to help you 



● Work in pairs. It’s always good to have at least two different speakers 
so that they have time to pause between sections. It’s also good for 
participants as it creates rhythm. Even if only one trainer is speaking, it’s 
useful to have someone else to prepare activities, keep track of people’s 
questions or take notes.

Useful tips
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● Create a chat channel (eg. Slack, Whatsapp) so that you can 
communicate with each other before/during/after the training sessions
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● Work in pairs. It’s always good to have at least two different speakers 
so that they have time to pause between sections. It’s also good for 
participants as it creates rhythm. Even if only one trainer is speaking, it’s 
useful to have someone else to prepare activities, keep track of people’s 
questions or take notes.

● Create a chat channel (eg. Slack, Whatsapp) so that you can 
communicate with each other before/during/after the training sessions

● Invite guest speakers for lightning talks

Useful tips
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● This training programme was designed based on feedback from the 
RIC, and the COs of Cambodia and Sri Lanka.

● The modules haven’t been delivered to civil servants yet.

You will certainly need to adapt some of the content and format to 
suit the needs of civil servants in your country.

Context



● Translation

What can you adapt?
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● Translation

● Case studies
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● Translation

● Case studies

● Length of the modules

● Group activities

● Sequencing of the 
modules (to a limited 
extent)

What can you adapt?



Where to start?

NOW

Read carefully the content 
of the modules (both slide 

decks and scripts)

Have them translated, and 
make sure the translation 

is accurate.

Bring any obvious 
changes (eg. a case study 

you know will resonate) 

NEXT

Deliver the training 
programme to a first 

cohort of participants. 

Capture feedback through 
a survey or interviews with 

participants.

LATER

Bring new changes to the 
modules based on 

participants’ feedback.



Presentation of the training programme

Zoom in on each of the module

How to take ownership of the modules

Conclusion and Q&A 

How to engage with training participants


