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1. Digital Transformation 
 

Around the world, digital technologies present unprecedented opportunities to accelerate 
sustainable development. Digital technology has been transforming the way governments, 
businesses, and society as whole work.  Information and Communication Technologies not only 
offer a better way to perform existing practices but also present the potential for creating new 
practices and fundamentally changing the way we communicate, interact, deliver and access 
services and create public value. 
  
UNDP's Offer responds to the needs of governments, supporting them in turning challenges into 
opportunities to achieve economic growth and societal equality. Digital technologies have been 
at the forefront of driving solutions for citizens and businesses and building resilience towards 
shocks. UNDP is supporting countries catalyzing digital transformation to better respond to 
societal challenges in the context of SDGs.  
  
UNDP's digital transformation support for countries focuses on the design and implementation 
of national digital strategies, increase resilience and inclusion of public institutions through digital 
technology and digitization, and enhance digital ecosystems at a country level.  
 
 UNDP launched its digital strategy in 2019 to support governments and our organization to take 
advantage of the growing speed and power of digital technologies, in alignment with the UNDP 
Strategic Plan.  With the outbreak of the global pandemic, demand for digital technologies 
skyrocketed in 2020. UNDP has expanded capacity to support governments to deliver and to 
digitalized services. Governments are turning to UNDP to assist with developing more 
comprehensive national digital transformation strategies, to bring greater coherence to 
government digital initiatives, to drive innovation, and to ensure that the benefits of this 
transformation reach across society to all levels.   
  
This document aims to outline UNDP’s whole-of-society approach to digital transformation for 
governments. It introduces a digital framework, guiding principles, and tools to support the 
development and implementation of national digital transformation strategies. 
 

 

2. Digital Transformation Guiding Principles   
  

UNDP’s approach to digital government transformation is mainly grounded on the concept of the whole-
of-society approach. This means that governments should adopt a holistic and inclusive approach when 
planning and designing their digital transformation public policy. Digital has an impact on all of us: 
governments, businesses, and citizens. By supporting governments to develop strategies and plans with 
a whole-of-society approach to digital transformation, everyone benefits from building a better future 
that leaves no one behind.  



  

UNDP supports an inclusive whole-of-society approach to digital transformation because a coordinated 
approach between government, civil society, and private sector builds ownership and is a key driver of 
success. Engaging the spectrum of stakeholders in digital innovation also supports inclusive design that 
meets the needs of vulnerable groups, helps to mitigate risks, and establishes sustainable accountability.  

2.1 Principles of Digital Inclusion  
  

Unequal access to online content and services has been a topic of debate in political, social, economic, 
and education since the mid-1990s. Yet the COVID-19 pandemic has not only shed light on what is known 
as the digital divide but has exacerbated it.   

 Digital Inclusion refers to the activities necessary to ensure that all individuals and communities, including 
the most disadvantaged, have access to and use of Information and Communication Technologies 
(NDA,2019). The Digital Future Society (2019) defines Digital Inclusion as the elimination of the digital 
divide by ensuring access, the skills, and ability to use digital devices and content confidently, safely, and 
effectively.  

 While the digital divide and digital literacy have entered into common use – and into discussions by 
policymakers – the term digital inclusion is still quite new. Digital inclusion is a much broader category 
that addresses the other two. Importantly, “digital inclusion” has been articulated specifically to address 
issues of opportunity, access, knowledge, and skill at the level of policy.  

Digital Inclusion requires intentional strategies and investments to reduce and eliminate historical, 
institutional, and structural barriers to access and use technology. A practical focus on a policy-driven 
approach that addresses the needs of communities as a whole is at the center of digital transformation. 
Hence, UNDP has developed a framework grounded on digital inclusion principles that will help 
governments assess, consider and integrate the readiness and needs of communities to provide access to 
opportunities in a digital age. 

 
                  PRINCIPLES OF DIGITAL INCLUSION 

  
  

 

 



The UN 2030 Agenda asserts that no one should be left behind in the SDG promise of a better future. 
Throughout the pandemic, governments have relied heavily upon access to digital technologies for the 
continuation of basic public services and rights such as education and work. While this approach has 
accelerated the update of digital skills across many sectors it has also dramatically exacerbated inequality. 
An estimated one-third of the global childhood population has been left out of education at some point 
in the past year. 

Digital transformation efforts must take a holistic approach from design to implementation, focusing on 
the various aspects that involve technology adoption in different settings and for different groups in 
society. In this sense, digital transformation is not about technology, but it involves a wide range of aspects 
such as digital skills, access to basic services and infrastructure, the design and access of devices and digital 
services for different capabilities, languages, culture, organizational and regulatory settings.   

  

3. UNDP DIGITAL TRANSFORMATION APPROACH FOR GOVERNMENTS    

UNDP offers a whole-of-government approach that addresses the potential of digital technologies in the 
design and implementation of public policies, public services, and the reconfiguration of governments' 
relationship with public sector organizations and non-governmental actors. The objective of UNDP is to 
support countries to go from “digitization” to “Digital Government” through the adoption of technology 
strategically and progressively. The adoption of technology in the public sector is crucial for governments' 
main functions and UNPDs vision is to guide and support governments in this transition with a focus on 
social inclusiveness, efficiency, innovation, participation, and transparency.  

Two inter-related concepts are important for UNDP’s approach to Digital:  

• Digitization is the process of converting physical information into digital formats. It is commonly 
driven by technologies that focus on enhancing efficiency by automation of existing processes.   

• Digitalization is the use of digital technologies to change an organization’s business model, 
including creating new or improved ways of delivering services and improving the quality of what 
is delivered.  

The UNDP approach to national digital strategies addresses both digitization and digitalization, with the 
former considered as a key step towards achieving the latter.   

  

3.1  UNDP Digital Transformation Framework   
  

The UNDP Chief Digital Office has developed a Digital Transformation Framework to define the key 
components for a whole-of-society approach to digitalization. This Framework acts as an overarching 
reference model to assess a government's readiness for digital transformation by identifying key areas to 
help the government identify gaps and opportunities and to structure its efforts. It is a top-level 
framing that can be adapted by each country based on national priorities and development objectives. 
The Framework for a whole-of-society digital transformation breaks down into the 5 core pillars of 
government, infrastructure, regulation, business, and people.  



  

DIGITAL GOVERNMENT TRANSFORMATION FRAMEWORK   

 
 

3.2  UNDP Digital Readiness Assessment  
 

A cornerstone of UNDP’s whole-of-society Digital Transformation framework approach is the Digital 
Readiness Assessment (DRA), a digital tool to provide rapid, high-level insights into a country´s digital 
strengths and weaknesses. The DRA is a comprehensive diagnostic tool that aims to provide a rapid 
assessment of a government's readiness towards digital transformation. Combining qualitative and 
quantitative analyses, it identifies strengths and weaknesses of the current digital government status and 
derives future-looking action plans to improve and/or develop a comprehensive digital strategy. That is, 
the DRA aims to support the government clients in understanding where they are today and where they 
want to go for the next few years in their journey of digital transformation 

The DRA methodology is grounded on the digital inclusion principles and is comprised of a comprehensive 
questionnaire organized in quantitative and qualitative questions clustered in 5 specialized dimensions 
which represent core foundations that build open and agile digital government and society. As such, this 
assessment helps to take stock of the technology not only from a purely IT perspective but also taking into 
consideration fundamental aspects such as regulatory and cultural aspects. 

 
                     DIGITAL READINESS ASSESSMENT  

 

 



The DRA provides a further deeper assessment of current strengths and gaps to expand the work focusing 
on subnational levels and sectoral expansion depending on government priorities and needs. It is the first 
step before investing resources into deeper analysis and implementation of digital initiatives in a country 
by clearly signaling the stage and status and possible next steps in each of the assessed dimensions. 

                
 
      DIGITAL  READINESS STAGES  

 

 
 

 
 
Beyond understanding what the government has done, the DRA also analyzes how, with whose 
participation and buy-in, and how much the changes have taken root de facto versus de jure. An added 
benefit of the DRA relative to alternative tools (like OECD or World Bank DGRA Benchmarking) is the 
transfer of knowledge and help the client government “own” and institutionalize the assessment as a 
regular self-conducted exercise. The DRA toolkit has already been successfully applied in several and 
diverse countries and has facilitated strategic policy dialogues with respective governments. These types 
of dialogues coupled with the final analyses of the assessment could be used in several other projects and 
cases as necessary, above and beyond raising awareness of the digital transformation process. 
 
Activities for implementation with the Government of the Republic of Trinidad and Tobago (GORTT) 

 

The associated activities are: 

• Overview of national policies and strategies and fact-finding 

• Collaborative customisation of survey to local context 

• Virtual survey launch event and digital deployment  

• Data aggregation and result validation 

• Launch of digital results dashboard 

• Virtual presentation of results and Stakeholder Workshop 

 

Requirements 

• All analytical and project management resources provided by UNDP 

• GORTT to provide access and contact information for key stakeholders (identified collaboratively 

between Government and the UNDP) 



• GORTT co-chairs for virtual workshops 

 

 

4. UNDP PROCESS TO DEVELOP DIGITAL NATIONAL STRATEGY  
  
With the framework in place to guide the approach UNDP is supporting governments to develop national 
transformation strategies through an iterative process with diverse stakeholders. The general process is 
outlined below. However, the process as the assessment is customized to the client`s needs. In this sense, 
the aim is for governments to have a general idea of the process to better plan and defined ways of action. 
 

PHASE 1: DIGITAL GOVERNMENT ASSESSMENT  

  
Step 1. Mapping of digital government systems, stakeholders, and opportunities across pillars that can 
be directly or indirectly related to the Digital Transformation Strategy. This inventory will provide an 
analysis of existing government online services opportunities to be built into Digital Public Goods (DPGs) 
and the ability to establish existing DPGs in various Ministries, and/or lead in the production of new DPGs. 
The review will also provide an initial assessment of the structural requirements across each of the pillars, 
covering issues such as infrastructure procurement, staffing, regulatory policies, private sector 
engagement, and digital literacy training.      
  
Step 2. Rapid Digital Readiness Assessment  
  
A first step to developing a national strategy is to first establish a benchmark where the country stands 
concerning its digital transformation. As an entry point to define UNDP support for digitalization to a 
government and to establish a benchmark for where a country lies along a spectrum of digital 
transformation UNDP Chief Digital Office has developed the Rapid Digital Readiness Assessment tool to 
act and to serve as an overarching reference model to identify, structure and prioritize national digital 
transformation efforts and agendas. It is a top-level framing that could encompass other existing 
frameworks and can be adapted by each country based on national priorities and development objectives. 
The assessment is a simple online survey tool to be completed by a minimum of 10 key stakeholders, 
including government officials from core ministries, the private sector, start-ups, and UNDP officials. The 
results are analyzed and distilled to deliver a universal 5-point digital readiness score from basic 
development to transformational. They are further broken down to a readiness score along each of the 
pillars of transformation and key findings and recommendations accompany the scores to open the 
dialogue regarding opportunities and areas for development.   
 
See more information here  
 
Step 3. Structure interviews with government authorities/officials  
The RDRA will shed light on the main areas we should focus a more in-depth review. UNDP will closely 
work with the government to identify key stakeholders within the public sector to conduct structured 
interviews and extract findings and formulate recommendations.   
  
Step 4. Findings and recommendation validation process  
After conducting the assessment and complementary interviews, the UNDP team will validate its main 
findings and recommendations with government authorities/officials. The main recommendations will 
become a structural part of the development of the National Digital Strategy.  

https://undp.sharepoint.com/:p:/r/sites/CDOTeam/_layouts/15/Doc.aspx?sourcedoc=%7BA706DA1D-EC41-4036-8AA9-F101C4530AE2%7D&file=Digital%20Readiness%20Assessment%20Launch%20Presentation%20Sierra%20Leone.pptx&action=edit&mobileredirect=true


  

PHASE 2: DEFINITION AND DESIGN OF A NATIONAL STRATEGY   
  

  Step 1: Kick-off workshop  
  
The objective of the workshop is to present the assessment results to other government 
stakeholders and define a shared vision on the strategic objectives and priority areas to focus on 
in-depth during the development of the strategy. This is the moment where government 
ministries and agencies must present their main digitalization needs and objectives. UNDP Will 
work on a minute-minute agenda for the workshop + send a template for each ministry/agency 
to perform its needs assessments.   
  
Step 2. Individual consultations to define priority areas and key sectoral opportunities and 
specific initiatives for the digital economy. Taking the UNDP Rapid Digital Assessment as a 
framework, the recommended approach is to leverage insights into actionable results through 
stakeholder interviews, visioning workshops, and human-centered design consultations to assess 
the priorities and key sectoral opportunities, to ensure a strategy that is responsive to the key 
interests of the government. This should include a variety of formats, including more far-reaching 
and informal mechanisms for engagement such as public consultation via Facebook or other 
social media.   
  
An important outcome of this process will be to identify key stakeholders who are active in the 
digital transformation agenda. These will include government officials from a spectrum of 
ministries, including subnational/parish level, academia, civil society groups, and private sector 
including civic-tech and startups. The group can be formalized to form the basis of a task force to 
drive the vision and national strategy.   
  
  
Step 3. Drafting of National Digital Transformation Strategy Drawing upon the above inputs the 
results are distilled into a draft National Digital Strategy, outlining the vision, core pillars, and 
priority areas along with the roadmap for implementation to set the trajectory for the multi-year 
duration of the strategy, with the UNDP Digital Transformation Framework as a guide to define 
the core areas of intervention. Targets should be mapped against timelines and a few targets 
should be extracted as key announce tables to assist with communicating the strategy.  The 
strategy will complement the national development strategy. UNDP will offer guidance for 
government officials in charge of implementation, to offer lessons and recommendations to 
support successful strategic outcomes.  
  
Step 4. Validation of National Digital strategy with government officials on the pillars and main 
components included in the strategy. This stage should give the final acceptance of the 
government commitment towards the adoption of the digital strategy. It is a critical stage to 
ensure ownership of the strategy across government.   
  



Step 5 Dissemination & Communication of National Digital Strategy – Final adjustments are 
made to the draft and the document is published along with a joint statement by core 
government ministries. A communications plan is laid out for widely publishing the strategy. 
Ideally, this can be accompanied by some highly visible engagement opportunities, such as digital 
innovation challenges and/or impactful ready-to-implement digitalization projects that reach the 
broadest audiences, such as digital government payments or similar.   
 

PHASE 3: IMPLEMENTATION  
  

Step 1. Implementation RoadMap    
UNDP team will provide guidance and work together with designated officials in the construction 
of an implementation RoadMap to complement the digital strategy. The implementation 
roadmap should be built in coordination with the main sectors in charge of implementing the 
prioritized initiatives in the strategy.   
 
Step 2. Supervision and Monitoring   
Once implementation begins, the UNDP team will accompany project execution to closely 
provide guidance and ensure the timely implementation in accordance with the National Strategy 
and Implementation RoadMap   
  

UNDP STEP-BY-STEP DIGITAL TRANSFORMATION SUPPORT   

  
  
 


