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Digital government is the use of 

digital technologies, as an integrated 

part of governments’ modernisation

strategies, to create public value.

OECD Recommendation on Digital Government Strategies (2014)

https://oe.cd/2BR

https://oe.cd/2BR
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● Digitisation of analogue 

procedures

● Technology focus

● Government-centered

services

Digital GovernmenteGovernment

● Re-engineering and re-

designing services and 

processes

● Technology as an enabler

● User-centered services
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The Digital Government Policy Framework

The Digital 

Government Policy 

Framework sets out the 

6 essential 

characteristics of 

digital government 

maturity

https://oe.cd/dgpf

https://oe.cd/dgpf


The OECD Framework for Digital 
Talent and Skills in the Public 
Sector



The OECD Framework for Digital Talent and Skills in the Public Sector

2. Skills to 
support digital 

government 
maturity

1. Create an 
environment
to encourage 
digital 
transformation

3. Establish
and maintain
a digital 
workforce

https://oe.cd/il/3CO

https://oe.cd/il/3CO


Create an environment to 
encourage digital transformation

Pillar 1



Pillar 1: Create an environment to encourage digital transformation

2. Skills to 
support digital 

government 
maturity

1. Create an 
environment 
to encourage 
digital 
transformation

3. Establish
and maintain
a digital 
workforce

• Leadership

• Organisational structure

• Learning culture

• Ways of working

https://oe.cd/il/3CO

https://oe.cd/il/3CO


Skills to support digital 
government maturity

Pillar 2



Pillar 2: Skills to support digital government maturity

https://oe.cd/il/3CO

21st century skills in society

https://oe.cd/il/3CO
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Pillar 2: Skills to support digital government maturity

https://oe.cd/sdd-gpps

> Build accessible, ethical and equitable public services that prioritise user needs, rather than government needs

> Understand users and their needs

> Make the design and delivery of public services a participatory and inclusive process

> Ensure consistent, seamless and high-quality public services

> Deliver with impact, at scale and with pace

> Create conditions that help teams to design and delivery high-quality public services

> Develop a consistent delivery methodology for public services

> Curate an ecosystem of enabling tools, practices and resources

> Be accountable and transparent in the design and delivery of public services to reinforce and strengthen public 
trust

> Be open and transparent in the design and delivery of public services

> Ensure the trustworthy and ethical use of digital tools and data

> Establish an enabling environment for a culture and practice of public service design and delivery

https://oe.cd/sdd-gpps
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Pillar 2: Skills to support digital government maturity

> 1. Comprendre les besoins et les expériences des usagers des services publics

> 2. Impliquer les usagers et toutes les parties prenantes lors de la conception et la prestation des services publics

> 3. Assurer l'ouverture et la transparence envers les usagers durant la conception et la prestation de services

> 4. Veiller à ce que l'utilisation des outils et des données numériques par les administrations publiques assure et renforce 
la confiance des usagers

> 5. Être ambitieux dans l'utilisation des outils numériques et des données pour la transformation des services publics 

> 6. Mettre en œuvre une stratégie digitale transverse omnicanal pour garantir que les usagers auront toujours accès à un 
service parfaitement cohérent, intégré et de haute qualité

> 7. Créer des conditions dans les administrations publiques qui aident les fonctionnaires à concevoir et à fournir des 
services de haute qualité

> 8. Encourager les équipes du secteur public et leurs prestataires externes à suivre une méthodologie cohérente pour 
fournir des services publics aux usagers

> 9. Organiser un écosystème d'outils, de pratiques et de ressources qui peuvent permettre aux équipes d'effectuer un 
travail de haute qualité à grande échelle et à un rythme soutenu

> 10. Considérer les données comme un atout stratégique à la base de la transformation des administrations publiques



Pillar 2: Skills to support digital government maturity

www.understanding-digital-government.com
https://oe.cd/il/3CO

21st century skills in society

Digital government user skills

https://www.understanding-digital-government.com/
https://www.understanding-digital-government.com/


Pillar 2: Skills to support digital government maturity

21st century skills in society

Digital government user skills

1. 
The potential of 

digital 
transformation

www.understanding-digital-government.com
https://oe.cd/il/3CO

https://www.understanding-digital-government.com/
https://www.understanding-digital-government.com/


Pillar 2: Skills to support digital government maturity

The potential of digital transformation is to:

• Deliver better and more accessible services

• Make civic participation easier

• Allow new types of collaborations

• Increase transparency

• Better inform policy making

www.understanding-digital-government.com
https://oe.cd/il/3CO

https://www.understanding-digital-government.com/
https://www.understanding-digital-government.com/


Pillar 2: Skills to support digital government maturity

21st century skills in society

Digital government user skills

1. 
The potential of 

digital 
transformation

2. 
Understanding 
users and their 

needs

www.understanding-digital-government.com
https://oe.cd/il/3CO

https://www.understanding-digital-government.com/
https://www.understanding-digital-government.com/


Pillar 2: Skills to support digital government maturity

User needs are not 

government needs



Pillar 2: Skills to support digital government maturity

3 steps to understanding the whole problem:

As-is journey map

Sketches out how a 

service works before 

it is redesigned
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Pillar 2: Skills to support digital government maturity

3 steps to understanding the whole problem:

As-is journey map

Sketches out how a 

service works before 

it is redesigned

Research
based journey map

Highlight user 

research findings

To-be journey 
map

Sketches out how the 

service design team 

wants things to be



Pillar 2: Skills to support digital government maturity

21st century skills in society

Digital government user skills

1. 
The potential of 

digital 
transformation

2. 
Understanding 
users and their 

needs

3. 
Collaborating 
for iterative 

delivery

www.understanding-digital-government.com
https://oe.cd/il/3CO

https://www.understanding-digital-government.com/
https://www.understanding-digital-government.com/


Pillar 2: Skills to support digital government maturity

Collaborating openly for iterative delivery involves:

• ‘open by default’

• participatory approaches

• diverse, multi-disciplinary teams

• involving policy, delivery and operations

• researching, prototyping, testing and learning

• working with open source code and their communities
www.understanding-digital-government.com

https://oe.cd/il/3CO

https://www.understanding-digital-government.com/
https://www.understanding-digital-government.com/


Pillar 2: Skills to support digital government maturity

21st century skills in society

Digital government user skills

1. 
The potential of 

digital 
transformation

2. 
Understanding 
users and their 

needs

3. 
Collaborating 
for iterative 

delivery

4.
Trustworthy use 

of data and 
technology

www.understanding-digital-government.com
https://oe.cd/il/3CO
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Pillar 2: Skills to support digital government maturity

https://oe.cd/4LM

FairnessOpennessIntegrityReliabilityResponsiveness

Provide or 

regulate 

public 

services

Anticipate 

change, 

protect 

citizens

Use power 

and public 

resources 

ethically

Listen, 

consult, 

engage and 

explain to 

citizens

Improve 

living 

conditions for 

all

Competencies Values

What determines trust in public institutions?

https://oe.cd/4LM


Pillar 2: Skills to support digital government maturity

Proficiency in the trustworthy use of data and technology involves:

• Digital security

• Data handling

• Ethical practices

• Accountable procurement

• Service reliability

www.understanding-digital-government.com
https://oe.cd/il/3CO

https://www.understanding-digital-government.com/
https://www.understanding-digital-government.com/


Pillar 2: Skills to support digital government maturity

21st century skills in society

Digital government user skills

1. 
The potential of 

digital 
transformation

2. 
Understanding 
users and their 

needs

3. 
Collaborating 
for iterative 

delivery

4.
Trustworthy use 

of data and 
technology

5.
Data-driven 
government

www.understanding-digital-government.com
https://oe.cd/il/3CO

https://www.understanding-digital-government.com/
https://www.understanding-digital-government.com/


Pillar 2: Skills to support digital government maturity

Grounding in the data-driven public sector involves:

• Being aware of who is responsible for the data agenda

• Familiarity with governing access to, and sharing of, data

• Confidence in personal legal and ethical obligations around data handing

• Spotting opportunities for data to support the better design of services

• Empirical approaches to anticipating and planning, delivering and monitoring

• Understanding the value of Open Government Data

www.understanding-digital-government.com
https://oe.cd/il/3CO

https://www.understanding-digital-government.com/
https://www.understanding-digital-government.com/


Pillar 2: Skills to support digital government maturity

https://oe.cd/il/3CO

21st century skills in society

Digital government user skills

Digital government socio-emotional skills

https://oe.cd/il/3CO


Pillar 2: Skills to support digital government maturity

https://oe.cd/il/3CO

21st century skills in society

Digital government user skills

Digital government socio-emotional skills

Vision

• Big picture thinking

• Spotting patterns and trends

• Looking to the future

Analysis

• Impartiality

• Rationality

• Problem solving

Diplomacy

• Connecting with others

• Empathy

• Negotiation

Agility

• Adaptability

• Quick thinking

• Spontaneity

Protection

• Seeking order

• Providing stability

• Ensuring security

https://oe.cd/il/3CO


Pillar 2: Skills to support digital government maturity

https://oe.cd/il/3CO

21st century skills in society

Digital government user skills

Digital government socio-emotional skills

Digital government professional skills
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Pillar 2: Skills to support digital government maturity

https://oe.cd/il/3CO

21st century skills in society

Digital government user skills

Digital government socio-emotional skills

Digital government professional skills

Digital government leadership skills

https://oe.cd/il/3CO


Establish and maintain a digital 
workforce

Pillar 3



Pillar 3: Create an environment to encourage digital transformation

2. Skills to 
support digital 

government 
maturity

1. Create an 
environment 
to encourage 
digital 
transformation

3. Establish
and maintain
a digital 
workforce

• Recruit

• Retain

• Develop skills

• Allocate skills

• Reform the environment

https://oe.cd/il/3CO

https://oe.cd/il/3CO


The OECD Framework for Digital Talent and Skills in the Public Sector

2. Skills to 
support digital 

government 
maturity

1. Create an 
environment
to encourage 
digital 
transformation

3. Establish
and maintain
a digital 
workforce

https://oe.cd/il/3CO
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Useful links and resources



Useful links and resources

• OECD Recommendation on Digital Government Strategies: https://oe.cd/2BR

• Digital Government Policy Framework: https://oe.cd/dgpf

• OECD Framework for Digital Talent and Skills in the Public Sector: https://oe.cd/il/3CO

• An updated OECD framework on drivers of trust in public institutions to meet current and future 

challenges: https://oe.cd/4LM

• www.understanding-digital-government.com (available in French and Arabic)

• Good Practice Principles for Data Ethics in the Public Sector: https://oe.cd/dataethics

• Good Practice Principles for Service Design and Delivery in the Digital Age: https://oe.cd/sdd-gpps

https://oe.cd/2BR
https://oe.cd/dgpf
https://oe.cd/il/3CO
https://oe.cd/4LM
http://www.understanding-digital-government.com/
https://oe.cd/dataethics
https://oe.cd/sdd-gpps


2 questions to consider



Useful links and resources

• How do you define success in terms of creating a public sector 

workforce that is fit for the future? 

• Which of the areas for establishing and maintaining a digital 

workforce (recruitment, retention, skills development, skills 

allocation) is your biggest priority?


