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Reality Check 

Are Public Services 
Building Trust? 



Three citizens. Three true stories.

To open my online 
tax account, I was 
told to go collect 
my password in 
person from an 

office in a suburb 
across town.

“

”
Romania

The health 
insurance agency 

got my date of birth 
wrong. They 

couldn't fix it. Only 
the statistics office 

that issues the 
numbers could. The 

statistics office 
doesn't take calls. It 

took a year.

“

France ”

To get married, 
my partner's birth 
certificate had to 

travel: USA → Europe 
→ back to the USA (to 

be apostilled) → 
Europe again → 

certified translator → 
consulate. Total cost: 

€500. For one 
document.

“

USA → Italy”The password The birthdate The wedding



Why Technology Alone Is Not Enough

01
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The next generation of digital 
government is mostly NOT about 
technology.

It is not something you can just 
buy, configure, or deploy.

It requires changes in mentality, 
strategy, and execution.

Total population

# who used it

# owning a 

Digital ID

# with access

ID4D Dataset 2025



What Is "Next Generation Digital 
Government"?

Digital Public Infrastructure

What? Creating foundational, digital building 
blocks for public benefit

Core principles
Re-use across sectors, interoperability, 
openness, inclusion, privacy-by-design, 
strong governance

Services First

A product-based, user-centric mindset for 
government services

Human-centered design, service 
transformation, continuous improvement

The question What infrastructure does everyone need 
for service delivery?

What does this specific user actually 
need/want to do?

Risks mitigated Every agency or business reinvents the 
wheel; failure to digitalize ecosystem

Services are digitized but not 
transformed; systems fail to meet needs

DPI without Services-First creates infrastructure that nobody uses. 
Services-First without DPI creates fragmented solutions that cannot scale.



Why do digital 
government 
projects fail?



How do digital government projects fail?

Icons created by Freepik, Indygo 

Supply-Side 
Failures

Low user 
demand

Services don’t 

provide value for 
people

Relying parties 

don’t/can’t integrate

Poor user experience

Low levels of trust

Digitization without 

transformation 
(missing back-end)

Loss of champions or 

resources

Lack of coordination 

across ministries

Systems not fit-for-

purpose, obsolete

Service failures 

(downtime, errors)

Failure or 

denial of 
service



The Symptoms Are Easy to Spot

Icons created by Freepik, Indygo 

Low or declining
adoption rates

Frequent downtime and 
poor performance

Political will and budget 
eroding over time

Technology becoming obsolete 

before it is fully deployed

Eroding public trust and 
bad press

Duplicative systems that 
waste taxpayer $



Example of failure and response

US Obamacare Website
Launched with critical bugs; only 6 of an expected 50,000 enrolled 
on day one.

 

Diagnosis:

■ Poor coordination between policy and technical teams.

■ Contract management failures, no single accountable owner.

■ Continued on a failing path despite warning signs.

Icons created by Freepik

UK Government Digital Service (GDS)
Founded after a decade of large IT failures and a 
parliamentary report: "Government and IT: A Recipe for 
Rip-offs."

 

The shift:

▪ Central capability instead of vendor outsourcing.

▪ GOV.UK as one front door, not 1,000 sites.

▪ User needs first : "the strategy is delivery."



Implementing Next 
Generation Digital 

Government: 
5 Key Ingredients



Shifting mindsets, strategy, and execution

Silos → DPI
Moving from digitalizing in service 

or sector to creating building 
blocks for re-use across 
government and private sector for 

the public benefit. 

Projects → Products
Building DPIs and services as 

outcomes-focused products—to be 
continuously operated and 
improved—not fixed-term, input-

base projects. 

Digitalization → Transformation
Focusing on transforming, rather than digitalizing 

services, including business-process re-
engineering and simplification.

Institutions → Users
Re-orienting toward user-centric 

rather than institution-centric 
architecture by integrating human-
centered design, life-events 

services, and feedback loops.

Government → Ecosystem
Government can operate DPIs/digital services and 

also regulate and partner with the private sector; 
digital gov systems are an opportunity to build 
local firm capacity to support operations.

1 2 3
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Bank Savings  Account Opening
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Start

Bank Website

2.
From the left menu, 
Click Accounts and 
choose the type of 

account to be 
opened.

3.
In the Accounts 

option, go to How to 
Open an Account and 

select In-Branch

4.
Download forms 

required by selecting 
Download Forms

5.
Fill out the forms
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6.
Print the 

accomplished forms

7.
On the bank s 

website, select the 
branch where you 

want to proceed with 
the process of 

opening your savings 
account
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1. Form A1-A2: Customer Information,
Regulations & Agreements
2. Form A3: Signature Cards
3. Instruction Sheets

Bank Website

1. Select Type: 
(Branch or ATM)
2. Location
3. Area
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8.
Prepare the ID 

requirement and 
minimum deposit

9.
Go to your selected 

Bank s Branch for the 
next steps of the 

process

10.
Submit accomplished 

forms and ID 
requirements.

• Accomplished Form A1-A2: Customer Information, Regulations & Agreements
• Accomplished Form A3: Signature Cards

11.
Verify documents 
submitted by the 

applicant.

12.
Receive confirmation 
that your documents 

have been verified
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13.
Pay minimum deposit 
and process deposit 

payment

14.
Activate Savings 

Account

Bank System

15.
Receive confirmation 
of account activation
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End1.
Go to Bank s Website
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Deposit Receipt

Accepted
Valid IDs

• Accomplished Form A1-A2: Customer Information, Regulations & Agreements
• Accomplished Form A3: Signature Cards
• Valid IDs

Tools and resources

Time & Motion study
Method of observing and measuring 

the time taken and steps involved in 
a task to identify inefficiencies and 
estimate time & cost savings from 

digitalization.

Qualitative study

Seeks to study how users engage with a system 

daily to guide its design, making it inclusive, 
user-focused, and tailored to their needs.

Design labs
Work together to create priority public 

services using user-centered methods, 
transforming fragmented manual 
processes into digitally supported 

services through DPI

Prioritize and analyze service use cases 

to identify where and how digital identity 
and authentication can deliver quick 
wins and inform longer-term 

investments.

Use case report



Handout

Scan to download an 
executive brief + links 
to core World Bank 
resources to implement 
a DPI & services-first 
approach.



Helping countries build

safe, inclusive digital 

services at scale.


	Slide 1: Building Next Generation Digital Government with a DPI & Services-First Approach
	Slide 2
	Slide 3
	Slide 5
	Slide 6
	Slide 7: Why do digital government projects fail?
	Slide 8
	Slide 9
	Slide 10
	Slide 11: Implementing Next Generation Digital Government:  5 Key Ingredients
	Slide 12
	Slide 13
	Slide 14
	Slide 15

