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public sector

Open Data

The world is going digital
and it needs a digital government

Emerging technologies + wealth of data are rapidly transforming 
economies and societies’ needs and behaviors

Predictive Analytics

Blockchain

Artificial Intelligence

Data



Analog 
government

Closed operations 
and internal focus, 

analogue 
procedures

E-Government

Greater transparency  and 
user-centred approaches, 
ICT-enabled procedures

Digital Government

Open and user-driven approaches, 
process and operational transformations

Digital Transformation of the Public Sector
Digital governments for digital economies and societies

OECD Recommendation on Digital Government Strategies



2014 OECD Recommendation of the 
Council on Digital Government Strategies 

Openness and 
Engagement

Governance and 
Coordination

Capacities to Support 
Implementation

1) Openness, transparency 
and inclusiveness

2) Engagement and 
participation in a multi-
actor context in policy 
making and service delivery

3) Creation of a data-driven 
culture

4) Protecting privacy and 
ensuring  security

5) Leadership and political 
commitment

6) Coherent use of digital 
technology across policy 
areas

7) Effective organizational 
and governance frameworks 
to coordinate

8) Strengthen international 
cooperation with other 
governments

9) Development of clear 
business cases

10) Reinforced institutional 
capacities

11) Procurement of digital 
technologies

12) Legal and regulatory 
framework

Creating Value Through the Use of ICT 

Non-OECD members: Argentina, Brazil, Costa Rica, Egypt, Kazakhstan, Morocco, Panama, 
Peru, Russia

9 non-
OECD 

countries 
adopted 
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Data-driven

public sector

Open by default User driven

Proactive

Digital by design
Government

as a platform

The Six Dimensions of Digital Government

OECD Concept Note “Digital Government Framework (2018 forthcoming) and OECD Digital 
Government Indicators (2020)



Towards Digital Government 
Maturity: Key (pre) 

Requisites?
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KEY ELEMENTS

1. GOVERNANCE 

2. DATA 

3. USER –DRIVEN DESIGN AND DELIVERY

4. DIGITAL TALENT



Governance
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Digital Transformation means horizontality, integration and 
interoperability 

Coordination across the public sector is
a permanent challenge
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1. Overall 
Political and 

Administrative 
Culture and 

Structure

2. Socio-
economic 

factors

3. 
Technological 

Context

4. 
Environmental 

and 
Geographical 

Considerations

1. Contextual 
Factors

2. Institutional 
Models

3. Policy Levers

1. Strategy

2. 
Management 

Tools

3. Financial 
Measures and 
Mechanisms

4. Regulations

1. Macro-
Structure

2. Leading 
Public Sector 
Organisation

3. Leadership: 
Position/Role

4. 
Coordination 

and 
Compliance

The Three Governance Facets of Digital 
Government

Source: OECD E-Leaders Handbook on Digital Government (2019)



Digital Transformation Laws

• Focus on improved access to digital services, data-driven public sector and open data 
• Fostering the digital knowledge economy
• Digital rights, data protection and net neutrality

• Legal instrument to set common electronic public procedures
• Entry into force delayed given insufficient IT, organisational and legal maturity

• All public services offered through digital channels by 2022
• Sectoral responsibility to implement the Act with multilevel and inclusive governance model
• Shared and open source Development between states to optimise time and resources 
• 3.5B euros budget for digital services and interoperability

• All public procedures to be digitalised by 2025 
• Norms and standards on interoperability, notifications, official internal communications, among others. 
• US 5M for shared services plus sectorial budgets for digitalisation
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New Digital Rights? 

Data-driven 
public sector

Open Data Data-driven 
public sector

Open Data

OECD (2019) Digital Government Review of Panama 

1st

Generation

• Communicate 
digitally with public 
sector

• Personal data 
protection

• Digital Identity
• One Stop Shop
• Multichannel
• Transparency

• Once only principle
• Proactive service 

delivery
• Transparent use of 

data

2nd

Generation

3rd

Generation

• Participation and 
Collaboration

• Open Data
• Open Source
• Plain language

• Open Algorithms
• AI Information & opt-

out
• Data ownership and 

management

• Cyber-security
• Digital Signatures
• Accessibility for citizen 

with special needs



Key enablers foster coherency, 
integration and exchanges
between and among actors
and levels of government
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Policy Levers for financial management

Digital 
Gov 

Policy 
Levers

ICT 
Commissioning

Influence on 
Budget

Budget 
Management

Business Cases

ICT Project 
Management

Monitoring and 
Impact 

Assessment

OECD (2019), Digital Government Review of Panama. https://doi.org/10.1787/615a4180-en

https://doi.org/10.1787/615a4180-en


Managing Identity as a service:
4 dimensions to analyse and understand Digital Identity



Data Governance  



Data for 
Public 
value

Trust

Data 
Governance

Leadership and 
vision

Coherent 
implementation

Rules and 
guidelines

Data 
infrastructure

Data 
architecture

Anticipation 
and planning

Delivery

Evaluation and 
monitoring

Ethics
Privacy and 

consent
Transparency Security

OECD Data-driven Public Sector Framework
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Public Sector data governance

OECD (2019), Digital Government Review of Argentina
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Generating value through applying data

Data-driven 
public sector

Open Data

Anticipating and 
planning

Designing policy

Anticipating change

Forecasting need

Imagining futures

Delivery

Implementing policy

Delivering services

Responding to change

Evaluation and 
monitoring

Measuring impact

Auditing decisions

Monitoring performance

Retrospective data gathering 
activities are the basis for new 
anticipation and planning activity

1. Real-time data provides insight into 
delivery and opportunities to improve

2. Without delivery there is nothing to 
evaluate. It is critical to set benchmarks 
and establish performance baselines

Delivery is preceded by a data-
driven design and planning stage

OECD (2019) The path to becoming a data-driven public sector (OECD, 2019) https://oe.cd/data-driven-public-
sector

https://oe.cd/data-driven-public-sector


The use of data needs to build trust, not threaten it

The path to becoming a data-driven public sector (OECD, 2019) https://oe.cd/data-driven-public-sector

Public 
trust

Ethics

Privacy and 
consent

Transparency

Security

https://oe.cd/data-driven-public-sector


User-driven service design and 
delivery
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Why service design and delivery 
matters?

Services are the “visible 
face” of governments to 

most citizens

– Quality
– Simplicity
– Responding to citizens needs



Transforming Service Design and Delivery

Digital Government in Chile – Improving public service design and delivery 
https://www.oecd.org/gov/digital-government-in-chile-improving-public-service-design-and-delivery-b94582e8-en.htm

1. Context for 
design and 

delivery

2. Philosophy 
of design and 

delivery

3. Enablers to 
support design 

and delivery

Services

2.1 Political, organisational and external 
leadership and vision

2.2 Understanding whole problems

2.3 Design of the end to end service experience

2.4 Involving the public

2.5 Combining policy, delivery and operations 
to work across organisational boundaries

2.6 Taking an agile approach

1.1 Representative and organisational 
politics

1.2 Historic channel strategies

1.3 Legacy of technology and 
infrastructure

1.4 Society and geography

3.1 Best practice and guidelines

3.2 Governance, spending and assurance

3.3 Digital inclusion

3.4 Channel strategy

3.5 Common components and tools

3.6 Data-driven public sector

3.7 Public sector talent and capabilities

https://www.oecd.org/gov/digital-government-in-chile-improving-public-service-design-and-delivery-b94582e8-en.htm


Importance of the transformation of public service design 
and delivery

Digital 
Government

• Government as a 
platform

• Digital by design
• User-driven
• Open by default
• Pro-activeness
• Data-driven

• Data governance
• Data sharing
• Data reuse

Service Design 
and Delivery 

• End-to-end service 
design

• Omni-channel 
service delivery

• Whole-of-
government 
approach

• Collaboration and 
co-creation with 
ecosystem

• Integration of 
siloed systems

• Personalised 
services

• Interoperability

Citizen 
Satisfaction: Trust 
and Legitimacy of 
Institutions

• Focus on citizens’ 
wellbeing

• Responsiveness to 
user needs

• Protection of 
citizens’ rights

• Trustworthy, 
reliable public 
institutions

• Open and 
transparent



Digital Talent 
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Digital Skills
Digital Professional 

Skills

Attracting and 
maintaining specialists in 
digital technologies in the 
public sector (e.g. 
managers of IT systems, 
programmers, web 
designers, data analysts).

Digital Complementary 
Skills

New skills sets necessary 
namely to public service 
professions which are 
profoundly transformed 
through digitalisation (e.g
taxes collection, service 
design, public sector 
communication).  

Digital User Skills

Allowing the public 
workforce to properly use 
digital technologies and 
take the full benefit of 
digital productivity tools 
(e.g. email management, 
text processor, 
spreadsheets and 
databases

Digital Management 
and Leadership Skills

Spreading a digital mind 
set in the public workforce 
that is able to make it 
properly acknowledgeable 
of the opportunities, 
benefits and challenges 
brought to the public 
sector by the digital 
transformation

Digital Skills

Digital Government Requires a Digitally Capable 
Public Sector 



Covid-19: an opportunity for 
doing the “things right”.
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COVID-19 response is digital and data-driven

Government operations

Service delivery

Service and policy design
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Framing the OECD analysis on the challenges and opportunities of 
COVID-19 for a Digital Transformation of the Public Sector
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