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TRANSFORMATION IN LEBANON, AIMING TO TRANSFORM PUBLIC SERVICES
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DR ANTOINE J. BURKUSH, PHD




THIS PROJECT IS PART OF “THE LEAP”:

THE LEAP:
A Transformative Vision for Lebanon’s Renewal and
Progress

Good governance is a cornerstone of effective public administration, particularly in
Lebanon, where systemic challenges such as corruption, inefficiency, and weak
institutions have hindered socio-economic progress.

This comprehensive strategy addresses governance reforms across the public sector,
local governments, and municipalities, aiming to rebuild trust, enhance transparency,
and ensure equitable service delivery to all citizens

CLICK BELOW TO SEE A SHORT VIDEO
https://youtu.be/FTpoSGMyjHO
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Preface

Lebanon, a land of ancient civilizations and enduring resilience, stands at a critical
turning point. Over the years, our beloved nation has faced mounting challenges:
economic instability, political gridlock, social fragmentation, and environmental
degradation. These obstacles have tested the spirit of the Lebanese people but have
not extinguished their hope for a better tomorrow.

Today, we introduce THE LEAP, a transformative vision that seeks to redefine
Lebanon’s trajectory. It is more than a plan—it is a commitment to progress, a
framework for renewal, and a bold step toward unlocking Lebanon’s untapped potential.
THE LEAP embodies a collective effort to address systemic inefficiencies, foster
sustainable development, and restore trust in public institutions.

This initiative is built upon core principles of transparency, accountability, inclusivity, and
innovation. It reflects the aspirations of a nation determined to move forward, drawing
strength from its heritage while embracing the promise of a dynamic future. THE LEAP
is not just for today but for the generations to come—a call to action for every Lebanese
citizen to take part in rebuilding our country and reclaiming its position as a beacon of
progress in the region.

This document outlines the strategies, goals, and principles that underpin THE LEAP. It
is an invitation to all stakeholders—government, private sector, civil society, and the
diaspora—to unite under a shared vision of renewal. Together, we can take this decisive
step toward a Lebanon that thrives in justice, opportunity, and prosperity.

Let us embark on this journey with determination, courage, and unwavering hope.

Dr Antoine J. Burkush, PhD
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Description of “THE LEAP”

THE LEAP is a comprehensive, strategic initiative aimed at transforming Lebanon’s
governance, economy, and social fabric through sustainable and inclusive reforms. It
represents a decisive break from past inefficiencies and a bold step into a future defined
by:

1. Accountability and Good Governance: Establishing transparent

institutions that prioritize the public good.

2. Sustainable Development: Promoting environmentally responsible
growth to safeguard Lebanon’s natural heritage.

3. Economic Diversification: Shifting from dependency on traditional
sectors to innovation-driven industries.

4. Social Equity: Ensuring access to education, healthcare, and
opportunities for all citizens.

5. Empowerment and Participation: Encouraging citizen engagement and
fostering unity among all segments of society.

6. Global Connectivity: Leveraging the Lebanese diaspora and
international partnerships for growth and innovation.

THE LEAP is a metaphor for Lebanon’s journey toward progress, encapsulating the
idea of rising above challenges and embracing transformative change. It is a unified
vision for a modern, prosperous, and equitable Lebanon, driven by the collective will of
its people and guided by principles of justice, resilience, and hope.

Dr Antoine J. Burkush, PhD Lebanon Development Projects Series Pro Bono
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Executive Summary

Good governance is a cornerstone of effective public administration, particularly in
Lebanon, where systemic challenges such as corruption, inefficiency, and weak
institutions have hindered socio-economic progress. This comprehensive strategy
addresses governance reforms across the public sector, local governments, and
municipalities, aiming to rebuild trust, enhance transparency, and ensure equitable
service delivery to all citizens.

At the national level, the strategy emphasizes institutional reform, anti-corruption
measures, and digital transformation to modernize Lebanon’s public sector. Key
initiatives include strengthening oversight bodies, enforcing transparency laws,
streamlining public services through e-governance, and fostering citizen engagement.
These measures aim to create a transparent and accountable central government that
efficiently manages resources and delivers on its commitments to the public.

In municipalities and local governments, the strategy focuses on empowering local
authorities to meet community needs effectively. Priorities include enhancing
transparency through public financial disclosure, digital platforms for citizen services,
and participatory governance to involve residents in decision-making. Capacity-building
programs, urban planning reforms, and inclusivity measures are outlined to ensure
municipalities operate efficiently and equitably.

A critical component of this strategy is combatting corruption through whistleblower
protections, ethical codes of conduct, and transparent procurement processes. Strong
monitoring and evaluation mechanisms, combined with robust legal and institutional
frameworks, will provide the foundation for sustainable governance reforms.

The strategy also highlights the importance of digital transformation, including the
adoption of e-government systems, data-driven decision-making, and cybersecurity
measures to enhance efficiency and accountability. Public participation is prioritized
through community consultations, participatory budgeting, and educational initiatives to
empower citizens to hold their governments accountable.

By addressing governance at both the national and local levels, this strategy seeks to
rebuild public trust, promote economic stability, and improve quality of life for all
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Lebanese citizens. It offers a pathway toward a transparent, inclusive, and responsive
government that drives sustainable development and fosters social cohesion.

Key Outcomes Expected:

1. Enhanced Transparency and Accountability: Trust is restored through
open operations and independent oversight mechanisms.

2. Improved Service Delivery: Modernized systems and efficient practices
ensure timely and accessible services.

3. Inclusive Governance: Local authorities reflect community diversity and
address the needs of marginalized populations.

4. Economic Growth and Sustainability: Transparent processes attract
investments and enable effective resource management.

5. Social Cohesion and Trust: Citizen engagement fosters a sense of
ownership and unity in governance.

This strategy is a comprehensive blueprint for transformative governance reforms,
equipping Lebanon’s public institutions and municipalities to navigate current challenges
and build a resilient, inclusive, and prosperous future.
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Comprehensive Strategic Plan for the Creation of a
Full-Fledged Ministry for Government Digital
Transformation in Lebanon
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Executive Summary

This plan outlines the creation of a Ministry of Government Digital Transformation in
Lebanon, aiming to transform public services through the innovative use of technology.
The Ministry will lead the digital transformation of the government by developing and
implementing a comprehensive national e-government strategy, modernizing
government operations, and empowering citizens through digital literacy and access to
online services.

Key pillars of the Ministry's work include:

e Digital Infrastructure: Building robust and secure digital infrastructure, including
high-speed internet access, data centers, and cybersecurity measures.

e Service Delivery: Developing and implementing a wide range of online services
for citizens and businesses, including mobile government applications and citizen
support services.

e Data Management: Establishing data governance frameworks, promoting open
data initiatives, and leveraging data analytics for informed decision-making.

e Human Capital Development: Investing in the skills and training of public
servants to effectively utilize and manage digital technologies.

The plan addresses key challenges, including political instability, corruption, limited
resources, and cybersecurity threats, through a multi-faceted approach that emphasizes
strong political will, citizen engagement, and international cooperation.

By successfully implementing this plan, the Ministry of Government Digital
Transformation can enhance efficiency, transparency, and accountability in government
operations, improve service delivery to citizens, and drive economic and social
development in Lebanon.
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BACKGROUNDER

The core capabilities of a digital government

Governments typically center their digitization efforts on four capabilities: services,
processes, decisions, and data sharing. For each, we believe there is a natural
progression from quick wins to transformative efforts.

Services

Governments are using digital tools to improve their interactions with citizens and
businesses. Most begin by digitizing a few high-volume activities. The United Kingdom
kicked off its digital-transformation program by digitizing 25 basic services, such as
voter registration.

The key to good digital services is understanding the user’s perspective. Governments
must be willing to remake products, processes, and policies around what citizens want.
Norway’s tax administration gives citizens tax returns that it has filled out for them, and
more than 70 percent of citizens submit those returns.

Providing services on mobile platforms is another way that governments are aligning
with citizens’ digital preferences and behaviors. In China, some provincial governments
accept passport and visa applications through WeChat, a widely used mobile app.

Processes

Digitizing behind-the-scenes processes offers the most potential productivity gains, as
well as tough challenges. Just as governments should digitize high-volume services
first, they should digitize labor-intensive, costly processes before others. Sweden’s
social-insurance agency began its digitization program with five products that accounted
for 60 percent of manual-processing work and more than 80 percent of call-center
volume.

Digitizing processes should involve streamlining them at the outset. After amending its
tax laws, Denmark was able to create an algorithm for classifying newly registered
businesses. Now, more than 98 percent of the tasks involved in registering companies
take place with no human effort.

Decisions

The public sector can benefit from big data and analytics in defense, public safety,
healthcare, and other areas. Australia’s tax office analyzed returns from more than one
million small and midsize enterprises to develop industry-specific financial benchmarks.
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It now uses those benchmarks to identify firms that may have underreported their
income and notify them of possible discrepancies.

Advanced analytics systems feed data from many sources into algorithms that adjust
operations in real time. While no government has such a system yet, Singapore is
setting up a nationwide network of sensors that will stream data into a repository for all
agencies.

Source: https://Iwww.mckinsey.com/industries/public-sector/our-
insights/transforming-government-through-digitization

By digitizing processes and making organizational changes,
governments can enhance services, save money, and improve
citizens’ quality of life.

As companies have transformed themselves with digital technologies, people are
calling on governments to follow suit. By digitizing, governments can provide services
that meet the evolving expectations of citizens and businesses, even in a period of tight
budgets and increasingly complex challenges. Our estimates suggest that government
digitization, using current technology, could generate over $1 trillion annually worldwide.

Digitizing a government requires attention to two major considerations: the core
capabilities for engaging citizens and businesses, and the organizational enablers that
support those capabilities (exhibit). These make up a framework for setting digital
priorities. In this article, we look at the capabilities and enablers in this framework, along
with guidelines and real-world examples to help governments seize the opportunities
that digitization offers.

Source: By Bjarne Corydon, Vidhya Ganesan, and Martin Lundqvist
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Strategic Plan for the Creation of a Full-Fledged
Ministry for Government Digitization in Lebanon

Lebanon faces numerous administrative and operational inefficiencies that stem from
outdated systems, bureaucratic complexities, and limited access to modern
technologies. Establishing a Ministry for Government Digitization will revolutionize public
service delivery, improve transparency, and position Lebanon as a digital leader in the
region.

Vision

To transform Lebanon into a digitally empowered society and economy through the
modernization of government services, processes, and infrastructure, ensuring
accessibility, efficiency, and transparency.

Mission

To lead Lebanon’s digital transformation journey by fostering innovation, implementing
e-governance, and creating a seamless digital ecosystem that enhances citizen
engagement, reduces corruption, and improves service delivery.

Strategic Objectives

1.  Modernize Public Administration
. Digitize all government processes and records for streamlined operations.

. Transition from paper-based to digital systems to enhance efficiency and
reduce operational costs.

2. Develop an Integrated E-Governance Platform

. Create a unified portal for all public services, accessible to citizens,
businesses, and expatriates.
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. Ensure interoperability between various ministries and agencies to enable
seamless data sharing.

3. Enhance Accessibility and Inclusivity

. Provide digital access to underserved regions, ensuring equitable service
delivery.
. Implement user-friendly interfaces and multilingual support for all

government platforms.

4. Promote Transparency and Accountability

. Use technology to monitor and evaluate government performance.
. Enable real-time tracking of public expenditures and projects to reduce
corruption.

5. Develop Cybersecurity and Data Protection Frameworks

. Establish robust systems to safeguard sensitive government and citizen
data.

. Align Lebanon’s digital transformation with global data privacy and
security standards.

6. Support Digital Innovation and Capacity Building

. Foster a culture of innovation within the public sector by investing in R&D
and partnerships with tech startups.

. Train government employees on digital tools and technologies to ensure
successful adoption.

7. Attract Investments and Foster Economic Growth
. Position Lebanon as a regional hub for digital technology and innovation.

. Encourage foreign direct investment (FDI) in the digital economy through
favorable policies.

Core Functions of the Ministry

1. Policy Development and Implementation
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. Design national policies and frameworks for government digitization and
e-governance.

. Establish standards and guidelines for digital infrastructure and public
services.

2. Digital Infrastructure Development

. Build a nationwide high-speed internet network to ensure connectivity for
all citizens.
. Upgrade and maintain IT infrastructure across all government institutions.

3. E-Government Services and Platforms

. Oversee the design, deployment, and management of online platforms for
various government services.

. Integrate mobile applications to increase accessibility and convenience for
users.

4. Public-Private Partnerships

. Collaborate with the private sector to implement large-scale digital
projects.

. Leverage expertise from technology companies to fast-track digitization
efforts.

5. Capacity Building and Awareness

. Conduct nationwide digital literacy campaigns to ensure citizens can
effectively use e-services.

. Provide ongoing training programs for government employees to adapt to
digital tools and workflows.

6. Monitoring and Evaluation

. Develop key performance indicators (KPIs) to measure the progress and
impact of digitization initiatives.

. Use real-time data analytics to optimize service delivery and identify areas
for improvement.
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Expected Outcomes

. Improved Public Service Delivery: Citizens and businesses will benefit
from faster, more efficient, and more transparent government services.

. Increased Transparency and Reduced Corruption: Digital systems will
eliminate opportunities for manual manipulation and enhance accountability.

. Economic Growth: A thriving digital ecosystem will attract investments,
create jobs, and boost Lebanon’s global competitiveness.

. Enhanced Citizen Engagement: Digital platforms will empower citizens to
interact with the government more effectively and participate in decision-making
processes.

. Sustainable Development: The integration of green technologies in digital
infrastructure will contribute to environmental sustainability.

Challenges and Risk Mitigation

1. Resistance to Change:
. Conduct awareness campaigns to highlight the benefits of digitization.
. Provide incentives for employees to adopt digital tools and processes.

2. Limited Funding:
. Secure international grants and partnerships to support initial investments.
. Promote public-private partnerships to share costs and risks.

3. Cybersecurity Threats:

. Implement state-of-the-art cybersecurity measures to protect data and
systems.
. Conduct regular audits and vulnerability assessments.

4. Digital Divide:
. Prioritize infrastructure development in rural and underserved areas.

. Offer affordable internet access and devices to ensure inclusivity.
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Conclusion

The creation of a Ministry for Government Digitization in Lebanon represents a
transformative step toward a modern, efficient, and transparent governance system. By
leveraging technology, this initiative will improve public service delivery, restore trust in
institutions, and catalyze socio-economic growth. With a clear vision, strategic planning,
and collaboration, Lebanon can position itself as a digital leader in the region while
addressing its most pressing administrative challenges.
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Organizational Structure of the Ministry of
Government Digital Transformation in Lebanon

The Ministry of Government Digital Transformation (MoD) will be structured to efficiently
manage Lebanon’s digital transformation agenda. It will include specialized
departments, units, and advisory bodies to ensure seamless execution of its mandate.
Below is the proposed organizational structure:

1. Minister of Digitization

The Minister of Digitization will serve as the head of the ministry, responsible for
providing strategic direction, policy formulation, and high-level decision-making.

. Responsibilities:

. Oversee the implementation of national digitization strategies.

. Represent Lebanon in international digital forums and partnerships.
. Ensure alignment of the ministry’s initiatives with national priorities.

2. Office of the Minister

This office will provide administrative and strategic support to the minister.
. Key Roles:
. Chief of Staff
. Policy Advisors (national and international)

. Public Relations and Media Coordinator

3. General Directorate of Digital Transformation
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This directorate will serve as the ministry’s central executive body, overseeing all
digitization initiatives.

Key Departments under the General Directorate:

1. Department of E-Government Services

. Responsible for designing, implementing, and managing online public
services for citizens and businesses.

. Manages the unified government portal and mobile applications.
2. Department of Digital Infrastructure

. Ensures the development and maintenance of IT infrastructure, including
broadband networks, data centers, and cloud platforms.

. Oversees connectivity projects, particularly in rural areas.

3. Department of Cybersecurity and Data Protection

. Develops and enforces cybersecurity policies and protocols.

. Ensures the safety of government and citizen data.

4. Department of Innovation and Technology Adoption
. Promotes digital innovation within the public sector.

. Coordinates with tech startups and private companies to adopt emerging
technologies (Al, blockchain, etc.).

5. Department of Digital Literacy and Capacity Building

. Designs training programs for government employees to enhance digital
skills.

. Leads nationwide digital literacy campaigns for citizens.

6. Department of Monitoring and Evaluation (M&E)

. Tracks the performance of digitization projects.

. Analyzes data to provide insights and recommendations for continuous
improvement.
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4. National Digital Policy and Strategy Unit

This unit will develop and update Lebanon’s national digital policy and ensure alignment
with international best practices.

. Key Responsibilities:

. Drafting long-term digital strategies and frameworks.

. Collaborating with other ministries to integrate digital objectives into their
operations.

. Coordinating with international organizations for technical assistance and
funding.

5. National Digital Council

An advisory body comprising representatives from the public sector, private sector,
academia, and civil society.

. Responsibilities:

. Advise the ministry on technological trends and challenges.
. Facilitate public-private dialogue to foster innovation.

. Ensure inclusivity and representation in policymaking.

6. Regional Digital Hubs

Decentralized units to extend the ministry’s reach and ensure equitable access to digital
services across Lebanon.

. Responsibilities:

. Implement digitization initiatives in underserved regions.

. Provide support and training to local governments on digital tools.
. Serve as local service centers for citizens and businesses.
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7. International Collaboration and Partnership Unit

This unit will focus on building global partnerships and securing funding for digitization
projects.

. Key Responsibilities:

. Liaising with international donors and organizations (e.g., UN, World
Bank).

. Representing Lebanon in global digital forums and agreements.

. Coordinating knowledge and technology transfers.

8. Finance and Administration Department

Manages the ministry’s budget, financial planning, and administrative operations.

. Key Divisions:

. Budget and Financial Planning: Allocates resources for digitization
initiatives.

. Human Resources Management: Recruits and trains staff.

. Procurement Division: Handles acquisition of digital equipment and
services.

9. Research and Development (R&D) Division

Focused on exploring innovative technologies and their potential application in public
governance.

. Responsibilities:
. Conduct studies on emerging trends like Al, loT, and big data.
. Develop pilot projects for advanced technologies.
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. Collaborate with universities and research institutions for cutting-edge
solutions.

10. Communication and Public Engagement Department

Responsible for outreach, awareness, and citizen engagement.

. Responsibilities:

. Promote awareness about digital services and initiatives.

. Engage citizens through public consultations and campaigns.

. Manage the ministry’s media presence and public communication
channels.

11. Special Initiatives Task Force

A dedicated team to oversee high-priority projects and pilot initiatives.

. Key Focus Areas:

. Smart cities development.

. Digital identity system implementation.

. Blockchain-based government records and transactions.

Organizational Hierarchy Overview

1. Minister of Digitization

. Office of the Minister

. National Digital Council

2. General Directorate of Digital Transformation
. E-Government Services

. Digital Infrastructure
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. Cybersecurity and Data Protection

. Innovation and Technology Adoption

. Digital Literacy and Capacity Building

. Monitoring and Evaluation

National Digital Policy and Strategy Unit
Regional Digital Hubs

International Collaboration and Partnership Unit
Finance and Administration Department
Research and Development Division

Communication and Public Engagement Department

© © N o O bk~ W

Special Initiatives Task Force

Conclusion

The Ministry of Digitization’s organizational structure is designed to facilitate a holistic
and efficient approach to Lebanon’s digital transformation. By aligning technical
expertise, policy development, and regional outreach, this structure ensures that
digitization initiatives are sustainable, inclusive, and impactful for all segments of
society.
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Organizational Structure of the Ministry of
Government Digital Transformation in Lebanon:
OPTION TWO

1. Minister of Digital Government

Job Description:

e Provide overall leadership and strategic direction for the Ministry.

e Represent the Ministry in government and international forums.

¢ Develop and implement the national e-government strategy.

e Oversee the allocation of resources and the performance of the Ministry.
e Ensure transparency, accountability, and citizen-centric service delivery.

Staffing:
1 Minister

2. Deputy Ministers

Deputy Minister for Service Delivery
Job Description:

e Oversee the development and delivery of online services to citizens and
businesses.

e Manage service delivery platforms, mobile applications, and citizen support.

e Focus on user experience, accessibility, and service quality.

Staffing:
1 Deputy Minister
Deputy Minister for Infrastructure & Technology
Job Description:

e Responsible for the technical foundation of digital government.

e Oversee data centers, network infrastructure, cybersecurity, and data
management.

e Ensure interoperability and data sharing across government systems.

Staffing:
1 Deputy Minister
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Deputy Minister for Innovation & Strategy
Job Description:

¢ Drive innovation and strategic planning within the Ministry.

e Lead research and development on emerging technologies.

¢ Develop and implement the national e-government strategy.

e Foster partnerships with the private sector and international organizations.

Staffing:
1 Deputy Minister

3. Directorates/Departments

Directorate of Service Delivery
Head of Directorate: 1
Citizen Services Unit:

e Service Delivery Managers: 5
e Service Analysts: 10
e Customer Support Specialists: 15

Business Services Unit:

e Business Development Managers: 3
e Business Analysts: 6
e Licensing & Permit Specialists: 8

Mobile Government Unit:
Mobile App Developers: 5

e UX/UI Designers: 3
e Mobile Testing & QA: 2

Service Quality & Support Unit:

e Service Quality Analysts: 3
¢ Help Desk Technicians: 5

Training & Development Specialists: 2
Directorate of Infrastructure & Technology

Head of Directorate: 1
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Data Center Operations Unit:

e Data Center Engineers: 5
e System Administrators: 3
e Network Engineers: 3

Network & Cybersecurity Unit:

e Cybersecurity Analysts: 4
e Network Security Engineers: 3
e Penetration Testers: 2

Data Management & Analytics Unit:

e Data Scientists: 3
e Data Analysts: 5
e Data Engineers: 2

Systems Development & Integration Unit:

e Software Developers: 8
e Systems Integrators: 4
e Project Managers: 2

Directorate of Innovation & Strategy
Head of Directorate: 1
Research & Development Unit:

e Researchers: 3
e Technology Specialists: 2

Strategic Planning Unit:

e Strategic Planners: 3
e Policy Analysts: 2

International Cooperation Unit:
International Relations Specialists: 2
e Project Coordinators: 1
Open Data & Innovation Hub:

e Innovation Managers: 2
e Community Managers: 1
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Directorate of Human Resources & Administration
Head of Directorate: 1
Recruitment & Training:

e HR Specialists: 2
e Trainers: 1

Performance Management:

e Performance Analysts: 1
e HR Generalists: 2

Budget & Finance:

¢ Financial Analysts: 2
e Budget Officers: 1

Legal & Compliance:

e Legal Counsel: 1
e Compliance Officers: 1

Key Considerations:

Skills and Expertise: Prioritize hiring individuals with strong digital skills, experience
in government, and a passion for public service.

Capacity Building: Invest in ongoing training and development programs to enhance
the skills of staff.

Performance-Based Hiring: Implement a merit-based hiring process that emphasizes
skills, experience, and performance.

Diversity and Inclusion: Promote diversity and inclusion within the Ministry's
workforce.

Note: This is a preliminary staffing estimate and may need to be adjusted based on the
specific needs and priorities of the Ministry.

By carefully considering these factors, the Ministry of Government Digital
Transformation can build a highly skilled and motivated workforce that is capable of
driving the digital transformation of Lebanon.

Dr Antoine J. Burkush, PhD Lebanon Development Projects Series Pro Bono



37

Below is a comprehensive list of key positions, their job
descriptions, and qualifications:

Recruitment for the Ministry of Government Digital Transformation (MoDT) will focus on
attracting highly skilled professionals with expertise in technology, innovation,
governance, and public administration. Below is a comprehensive list of key positions,
their job descriptions, and qualifications:

1. Minister of Digitization

Job Description:

. Provide strategic leadership and direction for Lebanon’s digitization
agenda.

. Oversee all ministry operations and ensure alignment with national
priorities.

. Represent Lebanon in international digital partnerships and forums.

Qualifications:

. Proven leadership in governance or the technology sector.
. Extensive experience in policy formulation and public administration.
. Strong understanding of digital transformation and e-governance.

2. Director General of Digital Transformation

Job Description:

. Manage the ministry’s daily operations and execution of digitization
projects.
. Supervise all departments and ensure collaboration across functions.

Dr Antoine J. Burkush, PhD Lebanon Development Projects Series Pro Bono



38

. Report directly to the minister and provide insights on performance
metrics.

Qualifications:

. Master’s degree in Information Technology, Public Administration, or a
related field.

. 10+ years of experience in digital transformation projects or public sector
management.

. Excellent leadership, organizational, and communication skills.

3. Head of E-Government Services Department

Job Description:

. Develop and manage online platforms for public services.

. Oversee integration of e-government services across ministries and
agencies.

. Ensure seamless user experiences and system interoperability.

Qualifications:

. Degree in Computer Science, Information Systems, or a related field.

. 5+ years of experience in web development, IT systems, or public service
platforms.

. Knowledge of user experience (UX) design and system integration.

4. Head of Digital Infrastructure Department

Job Description:

. Plan, develop, and maintain national IT infrastructure.
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. Oversee projects such as high-speed internet deployment and data
centers.
. Ensure system reliability, scalability, and sustainability.

Qualifications:

. Degree in Network Engineering, Telecommunications, or a related field.
. 5+ years of experience in managing large-scale IT infrastructure projects.
. Strong knowledge of cloud computing, networking, and IT maintenance.

5. Head of Cybersecurity and Data Protection Department

Job Description:

. Develop and enforce cybersecurity policies and frameworks.
. Protect government and citizen data from breaches and vulnerabilities.
. Conduct regular security audits and risk assessments.

Qualifications:
. Bachelor’s or Master’s degree in Cybersecurity, Information Security, or IT.
. 5+ years of experience in cybersecurity roles.

. Certifications such as CISSP, CISM, or CEH are preferred.

6. Head of Innovation and Technology Adoption Department

Job Description:

. Promote innovation within the public sector by integrating emerging
technologies.

. Lead collaborations with startups and private sector partners.
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. Research and implement technologies like Al, blockchain, and loT.

Qualifications:

. Degree in Innovation Management, Computer Science, or Engineering.
. 5+ years of experience in technology innovation or R&D roles.
. Strong understanding of emerging technologies and trends.

7. Head of Digital Literacy and Capacity Building Department

Job Description:

. Design training programs for government employees and citizens.

. Lead nationwide digital literacy campaigns to enhance adoption of e-
services.

. Collaborate with educational institutions for capacity-building initiatives.

Qualifications:

. Degree in Education, Training, or Public Administration.
. 5+ years of experience in training program design and delivery.
. Strong communication and program management sKkills.

8. Head of Monitoring and Evaluation Department

Job Description:

. Track and analyze the performance of digitization initiatives.
. Develop key performance indicators (KPIs) and conduct evaluations.
. Provide actionable recommendations for continuous improvement.
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Qualifications:

. Degree in Statistics, Data Analysis, or Public Administration.
. 5+ years of experience in M&E or data analytics roles.
. Proficiency in data visualization tools like Tableau or Power BI.

9. Regional Hub Manager

Job Description:

. Oversee the implementation of digitization projects in assigned regions.
. Act as a liaison between the ministry and local governments.
. Provide support and training to citizens and local officials.

Qualifications:

. Degree in Public Administration, IT, or related fields.

. 3+ years of experience in community engagement or regional project
management.

. Strong interpersonal and leadership skills.

10. Policy Advisor

Job Description:

. Assist the minister in drafting national policies and strategies.
. Conduct research on international best practices in digital governance.
. Provide recommendations for policy updates and implementation.

Qualifications:

. Master’s degree in Public Policy, Law, or a related field.
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. 5+ years of experience in policy research or public administration.

. Excellent analytical and writing skills.

11. IT Specialists and Engineers

Job Description:

. Support the development, deployment, and maintenance of IT systems.
. Troubleshoot technical issues and optimize system performance.
. Assist in cybersecurity and data management tasks.

Qualifications:

. Degree in Computer Science, IT, or a related field.
. Certifications in networking, cloud computing, or cybersecurity preferred.
. Experience in system administration or IT support.

12. Communication and Public Engagement Officers

Job Description:

. Promote awareness of digitization initiatives through media and public
campaigns.

. Manage the ministry’s social media presence and citizen engagement
platforms.

. Organize outreach events and workshops.

Qualifications:
. Degree in Communications, Public Relations, or Journalism.

. 3+ years of experience in public relations or media roles.
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. Strong writing and presentation skills.

13. Administrative and Finance Staff

Job Description:

. Manage the ministry’s financial planning and budgeting processes.
. Handle procurement, human resources, and administrative tasks.
. Ensure compliance with government regulations.

Qualifications:

. Degree in Business Administration, Finance, or Accounting.
. 3+ years of experience in administrative or financial roles.
. Familiarity with government procurement processes is an advantage.

Recruitment Process

1. Job Posting: Positions will be advertised on official government platforms,
job portals, and through international organizations.

2. Application Screening: Applications will be reviewed for qualifications and
relevant experience.

3. Interviews and Assessments: Shortlisted candidates will undergo
interviews and technical assessments.

4. Final Selection: The selection will be based on merit and alignment with
the ministry’s objectives.

Conclusion

The recruitment plan focuses on attracting a diverse and qualified workforce to drive
Lebanon’s digital transformation. By clearly defining roles, responsibilities, and
qualifications, the Ministry of Government Digital Transformation can ensure a skilled
and motivated team capable of delivering impactful results.
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Obstacles facing the creation of a Ministry for Government
Digitization

The creation of a Ministry for Government Digitization in Lebanon faces several
significant obstacles:

1. Political and Governance Challenges:

Political Instability: Frequent changes in government and political instability can
disrupt long-term planning and implementation of digital transformation initiatives.
Corruption: Corruption within government agencies can hinder progress, divert
resources, and undermine public trust in digital services.

Bureaucracy: Complex bureaucratic procedures and inter-ministerial
coordination challenges can slow down decision-making and implementation
processes.

Lack of Political Will: Sustained political will and commitment are crucial for
successful digital transformation, which may be lacking in a context of political
instability and competing priorities.

2. Socioeconomic and Technological Challenges:

Limited Resources: Insufficient budgetary allocations and limited access to
funding can constrain the development and implementation of digital
infrastructure and services.

Digital Divide: Unequal access to technology and digital literacy among citizens,
particularly in rural areas and among vulnerable populations, can hinder the
inclusive adoption of digital services.

Cybersecurity Threats: The increasing sophistication of cyber threats poses a
significant risk to government systems and citizen data, requiring substantial
investments in cybersecurity measures.

Outdated Infrastructure: Limited access to reliable and affordable internet
connectivity, along with outdated IT infrastructure within government agencies,
can impede the effective delivery of digital services.

3. Human Capital Challenges:

Lack of Digital Skills: A shortage of skilled personnel with expertise in areas
such as cybersecurity, data analytics, and digital service development within the
public sector can hinder the successful implementation of digital government
initiatives.
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Resistance to Change: Resistance to change within government agencies,
including concerns about job security and a lack of understanding of the benefits
of digital transformation, can impede progress.

Difficulties in Attracting and Retaining Talent: The public sector may face
challenges in attracting and retaining highly skilled IT professionals due to limited
salaries and career development opportunities compared to the private sector.

4. Legal and Regulatory Challenges:

Outdated Legislation: Existing laws and regulations may not adequately
address the legal and regulatory challenges associated with digital government,
such as data protection, cybersecurity, and online transactions.

Lack of Interoperability: Inconsistent data standards and lack of interoperability
between government systems can hinder the seamless exchange of information
and the delivery of integrated services.

5. Public Trust and Acceptance:

Lack of Public Trust: Concerns about data privacy, security, and the potential
for misuse of personal information can hinder public trust and acceptance of
digital government services.

Digital Literacy: Low levels of digital literacy among citizens can limit their ability
to access and utilize online services effectively.

Addressing Misinformation: Countering misinformation and disinformation
about digital government initiatives is crucial for building public trust and ensuring
successful adoption.

Addressing these challenges will require a multi-faceted approach, including:

Strong political leadership and commitment.

Significant investments in infrastructure and human capital.

Comprehensive legal and regulatory reforms.

Robust cybersecurity measures.

Continuous public outreach and education.

Effective collaboration between government agencies, the private sector, and
civil society.

By addressing these challenges proactively, Lebanon can overcome the obstacles to
creating a successful Ministry for Government Digitization and reap the benefits of a
more efficient, transparent, and citizen-centric government.
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1. Addressing Political and Governance Challenges:

Political Stability:

e Focus on Short-Term Wins: Prioritize quick-win projects to demonstrate the
value of digital government and build political support.

e Engage with All Political Parties: Foster cross-party consensus on the
importance of digital transformation.

e Establish Independent Oversight: Create an independent oversight body to
ensure transparency and accountability, reducing the influence of political
interference.

Corruption:

e Transparency and Open Data: Promote open data initiatives and increase
transparency in government operations to reduce opportunities for corruption.

e Digitalization of Processes: Automate and streamline processes to minimize
human intervention and reduce the potential for corruption.

¢ Accountability Mechanisms: Implement strong accountability mechanisms,
including independent audits and investigations.

Bureaucracy:

e Decentralization of Decision-Making: Empower lower-level officials with
decision-making authority to streamline processes.

e Digital Platforms for Inter-Ministerial Collaboration: Develop secure platforms
for inter-ministerial communication and data sharing to improve coordination.

e Business Process Reengineering: Conduct a comprehensive review of
government processes to identify and eliminate inefficiencies.

2. Addressing Socioeconomic and Technological Challenges:

Limited Resources:

e Public-Private Partnerships: Leverage private sector investment through
public-private partnerships (PPPs) for infrastructure development and service
delivery.

¢ International Cooperation: Seek funding and technical assistance from
international organizations and donor agencies.

o Cost-Effectiveness: Prioritize cost-effective solutions and optimize resource
utilization.
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Digital Divide:

e Expand Broadband Access: Invest in expanding broadband infrastructure,
particularly in rural areas and underserved communities.

o Digital Literacy Programs: Implement comprehensive digital literacy
programs for all citizens, with a focus on vulnerable populations.

e Community-Based Centers: Establish community-based centers with access
to computers and internet connectivity.

Cybersecurity Threats:

¢ Invest in Cybersecurity Infrastructure: Strengthen cybersecurity defenses
with robust firewalls, intrusion detection systems, and encryption technologies.

e Cybersecurity Training: Train government employees on cybersecurity best
practices and awareness.

e Develop a National Cybersecurity Strategy: Establish a comprehensive
national cybersecurity strategy to address emerging threats.

Outdated Infrastructure:

¢ Modernize IT Infrastructure: Upgrade government IT systems and
infrastructure, including hardware, software, and networks.

e Cloud Computing: Leverage cloud computing technologies to improve
scalability, flexibility, and cost-effectiveness.

3. Addressing Human Capital Challenges:
Lack of Digital Skills:

o Skills Development Programs: Invest in training and development programs
to equip public servants with the necessary digital skills.

¢ Recruitment of Skilled Professionals: Attract and recruit highly skilled IT
professionals through competitive salaries and attractive career paths.

e Partnerships with Universities: Collaborate with universities and training
institutions to develop relevant training programs.

Resistance to Change:

¢ Change Management Strategies: Implement effective change management
strategies to address concerns and build support for digital transformation
initiatives.

e Communication and Engagement: Engage with employees through
workshops, town halls, and other communication channels to address their
concerns and build buy-in.
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¢ Incentivize Innovation: Recognize and reward employees who embrace

innovation and contribute to the success of digital government initiatives.

Difficulties in Attracting and Retaining Talent:

Competitive Salaries and Benefits: Offer competitive salaries and benefits
packages to attract and retain top talent.

Career Development Opportunities: Provide opportunities for professional
development and career advancement within the public sector.

Create a Positive Work Environment: Foster a positive and supportive work
environment that values innovation and employee well-being.

4. Addressing Legal and Regulatory Challenges:

Modernize Legislation: Update existing laws and regulations to address the
legal and regulatory challenges associated with digital government, such as data
protection, cybersecurity, and online transactions.

Data Protection Framework: Establish a comprehensive data protection
framework, including a robust data protection law and an independent data
protection authority.

Interoperability Standards: Develop and implement interoperability standards
for government systems to facilitate seamless data exchange and service
delivery.

5. Addressing Public Trust and Acceptance:

Transparency and Accountability: Ensure transparency and accountability in
all government operations, including the use of citizen data.

Citizen Engagement: Engage citizens in the design and development of digital
services through consultations, surveys, and feedback mechanisms.

Public Awareness Campaigns: Conduct public awareness campaigns to
educate citizens about the benefits of digital government services and address
concerns about data privacy and security.

Build Trust Through Successful Implementations: Demonstrate the value of
digital government services through successful implementations and positive
citizen experiences.

By implementing these solutions, Lebanon can overcome the obstacles to creating a
successful Ministry for Government Digitization and reap the benefits of a more efficient,
transparent, and citizen-centric government.
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Plan of Action for Creating a Ministry for Government
Digitization in Lebanon

Phase 1: Foundation Building (Year 1-2)
1.1 Establish the Ministry:

Action: Issue a decree establishing the Ministry of Digital Government.
Timeline: Within 6 months of the decision to create the Ministry.
Resources: Political will, legal expertise.

1.2 Develop the National E-Government Strategy:

Action: Convene a multi-stakeholder forum (government agencies, private sector, civil
society, academia) to develop a comprehensive national e-government strategy.

Timeline: Within 1 year.

Resources: Consultants, researchers, technology experts.
1.3 Build Core Infrastructure:

Action:

e Establish a secure government data center.
e Upgrade government networks and cybersecurity infrastructure.
e Develop a unified digital identity platform.

Timeline: Within 18 months.

Resources: Budget allocation, international cooperation, private sector investment.
1.4 Legal and Regulatory Framework:

Action:

e Review and amend existing legislation to support digital government initiatives.

e Develop a comprehensive data protection law.

e Establish clear guidelines for data sharing and interoperability between
government agencies.

Timeline: Within 18 months.

Resources: Legal experts, parliamentary support.
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Phase 2: Service Delivery (Year 2-4)

2.1 Prioritize and Launch High-Impact Services:
Action:

e Prioritize and launch high-impact online services (e.g., tax filing, driver's license
renewals, business registrations).
e Develop and launch a mobile government application.

Timeline: Within 2 years.

Resources: Development teams, testing resources, user feedback mechanisms.
2.2 Citizen Engagement and Support:

Action:

e Establish a citizen engagement platform for feedback and suggestions.

e Launch public awareness campaigns to educate citizens about online services.

e Provide comprehensive citizen support through call centers, online help desks,
and training programs.

Timeline: Ongoing.

Resources: Communication budget, public relations teams, community outreach
programs.

Phase 3: Consolidation and Innovation (Year 4-6)

3.1 Integrate and Streamline Government Systems:
Action:

e Integrate government systems to improve data sharing and service delivery.
¢ Develop a data warehouse to support data-driven decision making.

Timeline: Ongoing.

Resources: Integration specialists, data analysts, project management teams.
3.2 Foster Innovation and Experimentation:

Action:

e Establish an innovation lab to explore and experiment with new technologies.
e Encourage public-private partnerships for innovation in digital government.
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¢ Host hackathons and innovation challenges to engage citizens and the private
sector.

Timeline: Ongoing.

Resources: Innovation budget, partnerships with universities and research
institutions.

3.3 Continuous Improvement:
Action:

e Conduct regular evaluations of service delivery and citizen satisfaction.
e Monitor emerging technologies and adapt the e-government strategy accordingly.
e Continuously improve services based on citizen feedback and evolving needs.

Timeline: Ongoing.

Resources: Monitoring and evaluation framework, dedicated evaluation teams.

Key Success Factors:

Strong Political Will and Leadership: Sustained commitment from political leaders at
all levels.

Adequate Funding and Resources: Secure sustainable funding and allocate
resources effectively.

Effective Collaboration: Foster strong collaboration between government agencies,
the private sector, and civil society.

Citizen Engagement: Actively involve citizens in the design and development of
digital services.

Continuous Innovation and Adaptation: Embrace new technologies and adapt to
the changing needs of citizens and the government.

Monitoring and Evaluation:

e Establish a robust monitoring and evaluation framework to track progress and
measure impact.

e Regularly collect data on service usage, citizen satisfaction, and other relevant
metrics.
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e Conduct periodic reviews and adjustments to the national e-government strategy
based on performance data and emerging trends.

Communication Strategy:

e Develop and implement a comprehensive communication strategy to build public
awareness, foster citizen trust, and promote the adoption of digital services.

e Utilize a variety of channels, including social media, traditional media, and
community outreach programs.

e Maintain consistent messaging and transparent communication with citizens.

This plan of action provides a roadmap for the creation and implementation of a
successful Ministry for Government Digitization in Lebanon. It is important to note that
this plan is a living document and will need to be adapted and adjusted based on the
specific context, challenges, and opportunities faced by the Ministry.

Dr Antoine J. Burkush, PhD Lebanon Development Projects Series Pro Bono



53

Benefits of the creation of a Ministry for Government
Digitization

The creation of a Ministry for Government Digitization in Lebanon presents a significant
opportunity to modernize public services, enhance efficiency, and improve the lives of
citizens. By embracing digital technologies and implementing a comprehensive strategy,
Lebanon can overcome the challenges and build a more responsive, transparent, and
citizen-centric government.

Key takeaways:

Strong Political Will: Sustained political will and commitment are crucial for the
success of this initiative.

Citizen-Centric Approach: Prioritizing citizen needs and actively involving
citizens in the design and development of digital services is essential.
Collaboration and Partnerships: Effective collaboration between government
agencies, the private sector, civil society, and international partners is vital.
Continuous Innovation: Embracing innovation and adapting to the rapidly
evolving digital landscape are key to long-term success.

Addressing Challenges Proactively: Proactively addressing the challenges of
political instability, corruption, limited resources, and cybersecurity threats is
critical.

By focusing on these key elements, Lebanon can leverage the power of digital
government to build a more prosperous and inclusive future for all its citizens.

Government digitization in Lebanon offers numerous critical benefits:

Increased Efficiency and Productivity:

Reduced Bureaucracy: Streamlining processes like business registration,
licensing, and permit applications saves time and resources for both citizens and
businesses.

Improved Service Delivery: Online platforms allow for 24/7 access to government
services, reducing waiting times and improving service delivery speed.
Enhanced Government Operations: Digitizing internal processes within
government agencies improves workflow, communication, and decision-making.
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Enhanced Transparency and Accountability:

Open Data Initiatives: Making government data publicly available promotes
transparency and accountability, empowering citizens to monitor government
activities.

Reduced Corruption: Automating processes and minimizing human intervention
can help reduce opportunities for corruption.

Citizen Engagement: Online platforms can facilitate greater citizen participation in
government decision-making through online consultations and feedback
mechanisms.

Improved Service Quality:

Personalized Services: Tailored services based on individual needs and
preferences can be delivered more effectively.

Improved Citizen Experience: User-friendly online platforms and mobile
applications enhance the overall citizen experience with government services.
Data-Driven Decision Making: Analyzing data collected through digital platforms
allows for more informed and evidence-based policy decisions.

Economic Growth and Development:

Ease of Doing Business: Streamlining business processes and reducing
bureaucratic hurdles can boost economic growth and attract foreign investment.
Innovation and Entrepreneurship: Fostering a digital ecosystem can encourage
innovation and entrepreneurship within the private sector.

Job Creation: The development and implementation of digital government
initiatives can create new jobs in the technology sector.

Social Inclusion:

Improved Access to Services: Digital services can improve access to government
services for citizens in remote areas and those with limited mobility.

Digital Literacy: Promoting digital literacy programs can empower citizens to
effectively utilize online services and participate in the digital economy.

In essence, government digitization in Lebanon has the potential to transform public
services, improve governance, and drive economic and social development. It is a
crucial step towards building a more efficient, transparent, and citizen-centric
government.
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Public Sector Trimming, Restructuring, and Re-
staffing for Government Digitization in Lebanon

The transition to a fully digitized government in Lebanon requires optimizing the public
sector workforce to enhance efficiency, eliminate redundancies, and build a modern,
agile, and skilled workforce aligned with digitization goals. Below is a comprehensive
plan for public sector trimming, restructuring, and re-staffing.

1. Objectives of Restructuring

1. Optimize Workforce: Reduce overstaffing and redundant roles in the
public sector.

2. Modernize Functions: Align government departments with the needs of a
digitized governance model.

3. Build Digital Skills: Recruit and train staff with expertise in technology,
innovation, and digital service delivery.

4. Ensure Sustainability: Reduce payroll costs while maintaining efficient
public service delivery.

5. Promote Accountability: Introduce clear performance metrics to evaluate
employees’ contributions.

2. Public Sector Trimming Plan

A. Workforce Assessment
1. Role Analysis:

. Conduct a comprehensive review of current roles and responsibilities
across all ministries and agencies.

. Identify redundant or overlapping positions.
2. Performance Evaluation:
. Assess employee performance and productivity based on key

performance indicators (KPIs).
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. Prioritize retaining high-performing and essential staff.
3. Service Delivery Audit:

. Evaluate the relevance and necessity of current services to determine
which can be streamlined or digitized.

B. Gradual Downsizing
1. Voluntary Retirement Packages:

. Offer attractive early retirement packages to incentivize voluntary exits for
overstaffed roles.

2. Redeployment:

. Reassign employees from redundant positions to other departments
where their skills can be utilized effectively.

3. Natural Attrition:

. Gradually reduce the workforce through retirement and resignation without
immediate replacements.

C. Communication and Support

. Transparency: Communicate the objectives and benefits of trimming to
employees and the public.

. Support Programs: Provide outplacement services, career counseling,
and skills training for employees transitioning out of government roles.

3. Public Sector Restructuring Plan

A. Streamlining Departments
1. Integration of Functions:

. Merge departments with overlapping roles to reduce duplication and
improve efficiency.
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. Example: Consolidate back-office operations such as HR, finance, and IT
across ministries into shared service centers.

2. Centralized Digital Services:

. Establish a centralized platform for all government services under the
Ministry of Digitization.

B. Redefining Workflows
1. Process Automation:

. Automate repetitive tasks, such as data entry and document management,
to reduce dependency on manual labor.

2. Service Delivery Transformation:
. Shift from in-person services to online and mobile platforms.
. Examples: E-licensing, digital ID systems, and online payment portals.

C. Structural Changes
1. Digital Task Forces:

. Create dedicated teams within each ministry responsible for implementing
digitization projects.

2. Performance-Based Departments:
. Introduce performance-driven structures with KPIs tied to service delivery
outcomes.

4. Public Sector Re-staffing Plan

A. Workforce Planning
1. Identify Skills Gaps:

. Assess current employees’ digital competencies and identify areas
requiring new skills.
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2. Future Staffing Needs:

. Forecast workforce requirements based on planned digitization initiatives
and new service delivery models.

B. Recruitment Strategy
1. Targeted Hiring:

. Focus on recruiting professionals with expertise in IT, cybersecurity, data
analytics, project management, and e-governance.

2. Transparent Processes:
. Conduct merit-based recruitment to ensure the selection of qualified
candidates.

C. Training and Development
1. Upskilling Current Employees:
. Provide mandatory digital literacy training for existing staff.

. Offer specialized programs for advanced skills, such as programming,
system management, and data science.

2. Partnerships with Academia:

. Collaborate with universities and tech institutions to develop training
programs tailored to government needs.

3. Continuous Learning:

. Establish an ongoing professional development program to keep
employees updated on emerging technologies and practices.

D. Incentivizing Digital Talent
1. Competitive Compensation:

. Offer competitive salaries and benefits to attract top talent in the tech
sector.

2. Career Growth Opportunities:
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. Provide clear career paths and opportunities for advancement within the
digital governance framework.

5. Challenges and Solutions

Challenge 1: Resistance to Change
. Solution:

. Conduct awareness campaigns to highlight the benefits of digitization for
employees and the public.

. Involve employees in the restructuring process to build trust and reduce
resistance.

Challenge 2: Skills Gap

. Solution:
. Prioritize training and capacity-building programs for existing employees.
. Partner with international organizations to provide technical expertise and

knowledge transfer.

Challenge 3: Financial Constraints

. Solution:

. Leverage international grants and donor funding for digitization initiatives.

. Implement cost-saving measures, such as energy-efficient IT
infrastructure.

Challenge 4: Public Perception
. Solution:

. Ensure transparency in the restructuring process and communicate
positive outcomes regularly.
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6. Expected Benefits

. Improved Efficiency: Reduced bureaucracy and streamlined processes
lead to faster service delivery.

. Cost Savings: Lower payroll expenses and operational costs free up
resources for investment in infrastructure and services.

. Enhanced Competence: A skilled workforce better equipped to manage
digitization initiatives.

. Increased Public Trust: Transparent and efficient governance rebuilds
confidence in public institutions.

. Sustainable Development: A modernized government structure paves
the way for long-term growth and prosperity.

Conclusion

Trimming, restructuring, and re-staffing the public sector are essential steps for
Lebanon’s digitization journey. By optimizing resources, building digital capacity, and
fostering accountability, the government can transform its institutions to meet the needs
of a modern, tech-driven society. This plan ensures a balanced approach to change,
prioritizing efficiency while minimizing disruption to public services.
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Implementation Plan

Phase 1: Foundational Setup (Year 1)

. Establish the Ministry for Government Digitization with a clear mandate
and operational structure.

. Develop a national digitization policy and roadmap in collaboration with
stakeholders.

. Build partnerships with international organizations for technical assistance
and funding.

. Initiate pilot projects in key areas such as civil registration, tax filing, and
licensing.

Phase 2: Infrastructure and Service Development (Years 2—4)

. Launch the national e-governance portal and integrate core public
services.
. Roll out nationwide high-speed internet and establish digital service

centers in rural areas.

. Implement data management and cybersecurity frameworks.
. Begin digitization of public records, archives, and administrative
processes.

Phase 3: Expansion and Optimization (Years 5-7)

. Expand the scope of e-government services to include health, education,
and transportation.

. Optimize digital platforms based on citizen feedback and performance
data.

. Strengthen capacity-building programs for employees and citizens.
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Phase 4: Sustainability and Innovation (Years 8-10)

. Develop advanced digital solutions, including Al-powered platforms and
blockchain for secure transactions.

. Promote Lebanon as a regional hub for digital technology and innovation.

. Establish mechanisms for continuous improvement and adaptation to
emerging technologies.
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Technical Support Plan for the Ministry of Government
Digital Transformation in Lebanon

A robust technical support plan is essential to ensure the smooth operation of digital
systems and services under the Ministry of Government Digital Transformation (MoDT).
This plan outlines the processes, resources, and strategies needed to maintain and
improve technical infrastructure, resolve issues promptly, and support stakeholders
effectively.

1. Objectives of the Technical Support Plan

1. Ensure the seamless functioning of all digital platforms and infrastructure.
2. Provide timely and efficient resolution of technical issues for stakeholders.
3. Build trust among citizens, government employees, and partners by

delivering reliable support services.
4. Minimize system downtime and ensure high availability of services.

5. Maintain data security and compliance with cybersecurity standards.

2. Structure of Technical Support

A. Tiered Support System
1. Level 1: Basic Support
. Handles general inquiries, password resets, and basic troubleshooting.
. Staffed by customer service representatives and help desk technicians.

2. Level 2: Advanced Support

. Resolves complex issues related to software, hardware, and connectivity.
. Staffed by IT specialists with expertise in system administration and
diagnostics.

3. Level 3: Expert Support

Dr Antoine J. Burkush, PhD Lebanon Development Projects Series Pro Bono



64

. Addresses critical system failures, security breaches, and specialized
software issues.

. Staffed by senior engineers, developers, and cybersecurity experts.

B. Regional Support Hubs

. Establish regional technical support hubs to provide localized assistance,
especially in rural and underserved areas.

. These hubs will offer on-site support, training, and system updates.

C. Central Command Center

. A central operations center will monitor all systems in real-time, handle
escalations, and coordinate responses to major incidents.

3. Key Components of the Technical Support Plan

A. Help Desk and Support Channels
1. Contact Options:

. 24/7 hotline for immediate assistance.
. Email and web-based ticketing system for non-urgent issues.
. Live chat for quick resolutions.

2. Self-Service Portal:

. FAQs, knowledge base articles, and tutorials for users to resolve common
issues independently.

3. Mobile App Support:

. Integrate technical support into mobile apps to provide convenient access
to help.

B. Proactive Monitoring and Maintenance
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1. System Monitoring:

. Use tools to monitor system performance, uptime, and potential
vulnerabilities.

2. Preventive Maintenance:

. Schedule regular updates, patches, and hardware inspections to avoid
failures.

3. Incident Response:

. Implement a rapid response protocol to address critical issues like server

downtime or cyberattacks.

C. Training and Capacity Building
1. Employee Training:

. Regular workshops to train technical support staff on emerging
technologies and best practices.

. Certification programs for advanced technical skills.
2. User Education:
. Provide digital literacy training for government employees and citizens to

reduce reliance on support services.

D. Cybersecurity Support
1. Incident Management:
. Dedicated team to handle security incidents, breaches, and vulnerabilities.

2. Data Recovery:

. Ensure backup systems are in place and tested regularly for quick
recovery from data loss.

3. Compliance Monitoring:

. Continuously review systems to ensure compliance with national and

international cybersecurity standards.
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E. Feedback and Continuous Improvement

1. User Feedback Mechanisms:

. Collect feedback through surveys, suggestion boxes, and user satisfaction
ratings.

2, Performance Metrics:

. Track response times, issue resolution rates, and user satisfaction to

identify areas for improvement.
3. Periodic Reviews:

. Conduct regular evaluations of technical support processes and make
necessary adjustments.

4. Staffing and Resources

A. Team Composition

. IT Support Technicians
. Network Engineers

. System Administrators
. Software Developers

. Cybersecurity Analysts
. User Support Specialists

B. Tools and Technology
. Help Desk Software: For ticket management and tracking.

. Monitoring Tools: Tools like Nagios, SolarWinds, or Datadog for real-time
system monitoring.

. Collaboration Tools: Slack, Microsoft Teams, or equivalent for internal
coordination.

. Backup Systems: Cloud-based and physical backup solutions.
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. Security Tools: Firewalls, antivirus software, and vulnerability scanners.

5. Implementation Timeline

1.  Phase 1: Planning and Infrastructure Setup (0-6 months)
. Recruit and train staff.

. Set up regional hubs and the central command center.

. Implement monitoring tools and ticketing systems.

2. Phase 2: Pilot Testing (6-12 months)

. Test support systems and processes in select regions.

. Gather feedback and make necessary adjustments.
3. Phase 3: Full Deployment (12-24 months)

. Roll out support services nationwide.

. Continuously monitor performance and refine services.

6. Challenges and Mitigation

A. High Volume of Requests

. Solution: Automate repetitive tasks using Al-powered chatbots and self-
service portals.

B. Limited Skilled Workforce

. Solution: Invest in training programs and collaborate with educational
institutions to build a talent pipeline.

C. Budget Constraints

. Solution: Leverage public-private partnerships to fund technical support
infrastructure.
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7. Benefits of the Technical Support Plan

. Reduced downtime and improved service availability.

. Enhanced user satisfaction and trust in digital systems.

. Stronger cybersecurity and data protection.

. Increased efficiency in resolving technical issues.

. A reliable foundation for Lebanon’s digital transformation.
Conclusion

The technical support plan is designed to ensure the Ministry of Government Digital
Transformation can deliver reliable, efficient, and secure digital services. By focusing on
user-centric support, proactive monitoring, and continuous improvement, the plan will
establish a robust system that empowers Lebanon’s citizens and government to
embrace a digital future.
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Funding Plan for the Ministry of Government Digital
Transformation in Lebanon

A well-structured funding plan is crucial to establish and sustain the Ministry of
Government Digital Transformation (MoDT). Below is a detailed funding strategy that
identifies potential sources, mechanisms, and approaches to secure the necessary
financial resources while ensuring transparency and accountability.

1. Objectives of the Funding Plan

1. Secure adequate financial resources for the Ministry’s setup,
infrastructure, and operations.

2. Diversify funding sources to minimize financial risks and ensure
sustainability.

3. Promote transparency and accountability in fund allocation and utilization.
4. Attract investments and partnerships to support Lebanon’s digital
transformation.

2. Funding Requirements

A. Initial Setup Costs
. Ministry headquarters: Office space, furniture, and utilities.

. Technology infrastructure: Servers, data centers, cloud storage, and
network equipment.

. Staffing: Recruitment, salaries, and training for technical and
administrative personnel.

B. Operational Costs

. Maintenance of digital platforms, software, and infrastructure.

. Cybersecurity tools and services.
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. Support services, including help desks and regional support hubs.

C. Project-Based Costs

. Digitization of government services (e.g., e-government platforms, digital
ID systems).

. Public awareness campaigns and training programs for digital literacy.

. Upgrades to internet connectivity and IT infrastructure in underserved

areas.

3. Sources of Funding

A. Domestic Funding
1. Government Budget Allocation

. Advocate for dedicated funding from the national budget to prioritize
digitization efforts.

. Justify the allocation by highlighting cost savings, increased efficiency, and
long-term economic benefits.

2. Telecommunication Sector Revenues

. Redirect a portion of revenues generated by telecom providers to fund
digitization projects.

. Establish a regulatory framework to ensure accountability in fund usage.
3. Public-Private Partnerships (PPPs)

. Collaborate with private sector companies to co-fund infrastructure
development and service delivery.

. Examples: Partnerships with telecom operators, IT companies, and cloud
service providers.

4. Municipal Contributions

. Engage municipalities to contribute to local digitization initiatives,
especially in rural areas.
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. Incentivize contributions through matching grants or subsidies.

B. International Funding
1. Grants and Aid

. Seek grants from international organizations such as the World Bank,
UNDP, European Union, and IMF.

. Focus on programs that align with global digital transformation goals and
Sustainable Development Goals (SDGs).

2. Bilateral Agreements

. Negotiate funding agreements with technologically advanced countries
willing to support Lebanon’s digitization efforts.

. Examples: Collaboration with the EU, USAID, or Gulf Cooperation Council
(GCC) countries.

3. International Development Loans

. Secure low-interest loans specifically for infrastructure and capacity-
building projects.

4. Diaspora Contributions

. Leverage Lebanon’s global diaspora network to raise funds through
crowdfunding or targeted investment programs.

C. Innovative Financing Mechanisms

1. Digital Service Fees

. Introduce nominal fees for certain digital services to generate revenue for
the Ministry.

. Ensure fees are affordable and reinvested into system improvements.

2. Technology Taxes or Levies

. Implement a small tax on technology-related services or transactions (e.g.,

e-commerce, online advertising).
. Allocate proceeds exclusively for digitization projects.

3. Crowdfunding and Public Donations
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. Launch transparent crowdfunding campaigns to engage citizens and
diaspora communities in supporting specific initiatives.

4. Green Bonds and Sustainability Grants

. Apply for green bonds and grants aimed at sustainable IT projects, such
as energy-efficient data centers or solar-powered infrastructure.

4. Fund Allocation and Management

A. Allocation Priorities

1. Critical Infrastructure: Data centers, networks, and cybersecurity systems.

2. Capacity Building: Training programs for government staff and citizens.

3. Pilot Projects: Demonstration projects to show the impact and feasibility of
digitization.

4. Rural Inclusion: Expanding access to underserved areas to bridge the
digital divide.

B. Fund Management

1. Transparency and Accountability

. Establish an independent oversight body to monitor fund allocation and
utilization.

. Publish regular financial reports and project updates.

2. Performance-Based Budgeting
. Tie funding to measurable outcomes and milestones to ensure efficiency.

. Examples: Number of services digitized, reduction in service delivery time,
or user satisfaction rates.

3. Contingency Funds
. Maintain a reserve fund to address unforeseen expenses or emergencies.

4. Audits and Reviews
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. Conduct regular internal and external audits to ensure funds are used
effectively.

5. Implementation Timeline

Phase 1: Inmediate (0-6 months)

. Secure initial funding through the government budget and international
grants.

. Develop a detailed financial plan and set up an oversight body.

Phase 2: Medium-Term (6-18 months)

. Expand funding sources through PPPs and diaspora contributions.

. Launch crowdfunding campaigns for specific projects.

Phase 3: Long-Term (18+ months)

. Generate sustained revenue through digital service fees and technology
taxes.

. Gradually reduce dependence on external funding as the Ministry
becomes self-sufficient.

6. Challenges and Mitigation Strategies

Challenge: Limited government resources due to Lebanon’s economic crisis.

. Solution: Focus on international grants, PPPs, and innovative financing
mechanisms.

Challenge: Public mistrust in government fund management.
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. Solution: Ensure full transparency through independent oversight and
regular reporting.

Challenge: Difficulty in securing long-term funding commitments.

. Solution: Build trust by delivering early successes and demonstrating
value.

7. Expected Benefits of the Funding Plan

. Accelerated implementation of digitization initiatives.
. Sustainable financial support for the Ministry’s operations.
. Enhanced public trust through transparent fund management.
. Long-term cost savings and improved efficiency in government services.
. Greater economic opportunities through the development of a digital
ecosystem.
Conclusion

The funding plan for the Ministry of Government Digital Transformation is designed to
leverage diverse sources and innovative mechanisms to ensure the Ministry’s
sustainability and success. By combining domestic resources, international support, and
public-private partnerships, this strategy will enable Lebanon to achieve its digital
transformation goals while fostering transparency and accountability.
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Strategic Communication Plan for the Ministry of
Government Digital Transformation in Lebanon

1. Executive Summary

This document outlines a strategic communication plan for the Ministry of Government
Digital Transformation in Lebanon. The plan aims to build public trust, foster citizen
engagement, and ensure the successful implementation of digital government
initiatives.

2. Communication Objectives

Build Public Awareness:

e Increase public awareness about the benefits of digital government services.
e Educate citizens on how to access and utilize online services.
e Communicate the vision and mission of the Ministry effectively.

Foster Citizen Trust:

e Build trust in the security and privacy of citizen data.
e Address concerns and dispel misinformation about digital government initiatives.
e Ensure transparency and accountability in all government operations.

Promote Citizen Engagement:

e Encourage citizen feedback and participation in the design and development of
digital services.
¢ Facilitate two-way communication between citizens and the government.

Support Service Adoption:

e Promote the adoption of online services among citizens and businesses.
e Provide clear instructions and support for using online platforms.

Enhance Government Reputation:

e Position the Ministry as a leader in digital innovation and service delivery.
e Showcase the positive impact of digital government initiatives on citizens' lives.

3. Target Audiences

Citizens:
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e General public
e Specific demographics (e.g., youth, elderly, low-income)
e Citizens with disabilities

Businesses:

e Small and medium-sized enterprises (SMEs)
e Large corporations

Government Employees:

e Public servants at all levels
e |T professionals

Media:

e Journalists
e Bloggers
e Influencers

International Community:

e Donors
e International organizations
e Foreign governments

4. Key Messages

Convenience: "Access government services anytime, anywhere, with just a few
clicks."

Efficiency: "Save time and effort with faster, easier, and more efficient service
delivery."

Transparency: "Open and accountable government with access to information at your
fingertips."

Security: "Your data is safe and secure with robust cybersecurity measures."

Inclusivity: "Digital services accessible to all citizens, regardless of their background
or location."

Innovation: "A government that embraces technology to improve service delivery and
enhance citizen experiences."
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5. Communication Channels

Digital Channels:

Website: Official government website with comprehensive information, online
services, and FAQs.

Social Media:

Facebook, Twitter, Instagram, LinkedIn, YouTube
Targeted advertising campaigns

Live Q&A sessions

Social media influencers

Mobile Applications:

Mobile app for accessing government services
Push notifications for service updates and alerts

Traditional Channels:

Press Releases: Disseminate information to media outlets.

Press Conferences: Conduct regular press conferences to address key issues
and updates.

Public Service Announcements (PSAs): Broadcast on television and radio.
Print Media: Utilize newspapers and magazines for targeted outreach.
Billboards and Posters: Place strategically in public areas to raise awareness.

Community Outreach:

Workshops and Seminars: Conduct workshops to educate citizens on digital
literacy and online services.

Community Events: Participate in local events to engage with citizens directly.
Partnerships: Collaborate with NGOs, community leaders, and other
stakeholders.

6. Communication Style

Clear and Concise: Use simple language that is easy for all citizens to
understand.

Engaging and Interactive: Utilize multimedia content (videos, infographics) to
make communication more engaging.

Personalized: Tailor messages to specific target audiences.

Dr Antoine J. Burkush, PhD Lebanon Development Projects Series Pro Bono



78

e Transparent and Honest: Be open and transparent about the progress and
challenges of digital government initiatives.

e Consistent: Maintain a consistent brand identity and messaging across all
channels.

7. Monitoring and Evaluation

Track key performance indicators (KPIs):

e Website traffic

e Social media engagement

e Service usage rates

e Citizen satisfaction surveys

e Conduct regular evaluations:

e Assess the effectiveness of communication campaigns.

¢ |dentify areas for improvement and make necessary adjustments.
e Gather feedback from citizens and stakeholders.

8. Budget and Resources

e Allocate sufficient budget for communication activities.
e Utilize existing government resources and leverage partnerships to maximize
resources.

9. Implementation Timeline

e Develop a detailed implementation plan with specific timelines and milestones.
¢ Regularly review and update the plan based on progress and changing
circumstances.

10. Conclusion

Effective communication is crucial for the success of the Ministry of Government Digital
Transformation in Lebanon. By implementing this strategic communication plan, the
Ministry can build public trust, foster citizen engagement, and ensure the successful
adoption of digital government services.

Note: This is a high-level framework. The Ministry should develop a more detailed and
customized plan based on its specific needs and resources.

By following this plan, the Ministry of Government Digital Transformation can effectively
communicate its vision, build public trust, and drive the successful digital transformation
of Lebanon.
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CONCLUDING REMARKS

Reminder of the benefits of the Ministry of
Government Digital Transformation (MoDT) in
Lebanon

The establishment of a Ministry of Government Digital Transformation in Lebanon is a
transformative step toward modernization, efficiency, and economic growth. Below are
the key benefits of this initiative:

1. Enhanced Government Efficiency

. Streamlined Processes: Digitization eliminates bureaucratic delays by
automating manual processes and reducing paperwork.

. Integrated Services: Interconnectivity between ministries enables
seamless data sharing, reducing redundancies.

. Time and Cost Savings: Digital systems save time for both government
officials and citizens, while reducing operational costs.

2. Improved Service Delivery

. Accessible Services: Citizens can access government services online,
eliminating the need for physical visits.

. 24/7 Availability: Digital platforms provide round-the-clock access to
essential services.

. Faster Response Times: Automated systems ensure quicker processing
of applications and requests.

3. Transparency and Accountability

. Reduced Corruption: Digital systems track transactions and processes,
minimizing opportunities for corruption.
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. Public Oversight: Citizens can monitor government projects and
spending through online portals.

. Data-Driven Decision Making: Enhanced access to data improves policy
formulation and implementation.

4. Economic Growth and Development

. Digital Economy: Encourages innovation, entrepreneurship, and tech
startups, fostering a knowledge-based economy.

. Job Creation: Generates employment opportunities in IT, cybersecurity,
software development, and related fields.

. Investment Attraction: Modernized infrastructure attracts foreign direct
investment (FDI) and international partnerships.

5. Inclusion and Accessibility

. Bridging the Digital Divide: Expands internet access to rural and
underserved areas, promoting equitable development.

. Empowering Citizens: Digital literacy initiatives enable more people to
engage with technology and government services.

. Support for Marginalized Groups: Ensures accessibility for people with
disabilities through inclusive digital platforms.

6. Strengthened Cybersecurity

. Centralized Security Measures: Protects government data and services
through unified cybersecurity policies.

. Reduced Risks: Proactively addresses vulnerabilities to safeguard
sensitive information.

. National Digital Sovereignty: Reduces reliance on foreign platforms for
critical infrastructure.
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7. Environmental Sustainability

. Reduced Paper Usage: Digital systems minimize the need for paper,
contributing to environmental conservation.

. Energy Efficiency: Green IT initiatives, such as energy-efficient data
centers, reduce the environmental impact.

. Smart Cities: Encourages sustainable urban planning through data-driven
solutions.

8. Citizen Empowerment and Trust

. Engagement and Participation: Digital platforms enable citizens to
provide feedback and participate in governance.

. Enhanced Trust: Transparent operations rebuild public confidence in
government institutions.

. Improved Quality of Life: Simplified access to services and information
empowers citizens to focus on personal and professional growth.

9. Support for National Security and Stability

. Data Integrity: Digitized records reduce the risk of data loss or tampering.

. Disaster Preparedness: Digital systems enhance the government’s
ability to respond to emergencies and crises.

. Strengthened Institutions: A modernized government is more resilient
and capable of addressing contemporary challenges.

10. Alignment with Global Trends

. International Standards: Adopting global best practices ensures
Lebanon remains competitive in the global digital landscape.

. Partnership Opportunities: Opens doors to collaborations with
international organizations, tech companies, and donor agencies.

. Support for Sustainable Development Goals (SDGs): Advances SDGs
related to innovation, infrastructure, education, and equality.
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Final Conclusion

The Ministry of Government Digital Transformation is a cornerstone for Lebanon’s
transformation into a modern, efficient, and inclusive society. Its benefits span
economic, social, environmental, and governance domains, positioning Lebanon as a
regional leader in digital innovation and sustainable development. This initiative is not
just an investment in technology but an investment in the future of Lebanon and its

people.
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END OF THE DOCUMENT
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