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1. [bookmark: _Toc6694596]LEADING THE DIGITAL PATH

During the past six years since 2013, the Telecommunications Regulatory Authority (TRA) of the UAE underwent a journey to reduce the amount of paper used by government institutions drastically.  The birth of Digital by Default and Digital First was introduced by the UAE's leadership and implemented on the federal level under the supervision of the TRA.
 
This initiative aimed to transform the delivery of the public services from the silo approach, heavy reliance on paper and physical signatures into a fully digital government.  TRA has adopted the UK's definition of Digital by Default, which states that Government services will be available in a digital format. Thus, whether you want to renew your visa, passport, driver’s license, pay a fee, fine, or utilities, access your pension, entitlements or government data, you can now do so using digital services. The idea of digital by default is two-fold. First, it is designed to save people time and effort by making services more efficient. Second, it is designed to save the Government money because its' staff does not require the same time to deal with digital transactions as they would with manual transactions.

The primary aim of this initiative is to ensure the happiness and well-being of all UAE citizens. Sheikh Mohammed bin Rashid Al Maktoum Vice President and Ruler of Dubai describes Smart Digital Government as one that never sleeps (working 24 hours, 365 days a year), is as welcoming as a hotel, provides fast delivery and strong procedures, is innovative and adaptive, serves the citizens at any time and everywhere inside and outside the country, improves lives and responds to expectations.

A number of countries mainly in Europe and North America have already embraced the concept of Digital by Default and Digital First.  TRA reviewed and benchmarked itself against the leading digital countries in the world and adapted some of the innovations and uniqueness of their digital government services.  TRA started by promoting the concept of Digital by Default and Digital First to government institutions and by developing guidelines that would make the government institutions' websites more user-friendly, streamlined, effective, and efficient in the delivery of e-services.  Each government website became a one-stop shop within its sector and were all linked together under the country's national portal government.ae.  This made information, knowledge, services, and data easy to find because the information could be found on the national portal.   

Transforming a government into a digital government takes real organizational change. It has to start from the top: senior-level internal processes and business structures can be enhanced and improved by a digital approach.  The UAE’s leadership is truly forward-looking, innovative and build toward a future where the quality of life and wellbeing continues to rise.   

With the technology and concepts available today, it isn't feasible to deliver public services digitally, and still retain old systems internally. Therefore, the UAE moved forward to revamp old systems and transform the paper-based to digital by default and digital first.
2. [bookmark: _Toc6694597]UAE DIGITAL JOURNEY

The journey towards digital by default and digital first needs sincere and focused efforts from everyone. UAE-NDG sets a straightforward path for the development of an advanced digital government. 

UAE with a population having great trust and confidence in each other and the public sector is in a position to embrace the digital future. People and businesses have good digital competences and have embraced advanced digital technologies.

This comes in line with the UAE Strategy for the Future, launched by His Highness Sheikh Mohammed bin Rashid Al Maktoum, Vice President and Prime Minister of the UAE and Ruler of Dubai. This strategy contains a comprehensive roadmap that will take the nation to the next era of development.

Ratified by the Ministry of Cabinet Affairs and The Future, the UAE Strategy for the Future is set to be implemented in three phases – short, medium and long-term – each with clear benchmarks and performance indicators.

As part of the strategy, future prototypes for sectors including healthcare, education, social development, and the environment will be developed. These will form the basis for governmental policymaking. The strategy also focuses on building national human competencies in all the key sectors, strengthening international partnerships, and developing specialized R&D labs that will evaluate future challenges and opportunities.

Under the new strategy, planning for the future will become a mandatory part of the operations of government departments. Future scenario reports on key sectors will be published, which will serve as a benchmark for developing governmental plans and policies.

A number of innovative initiatives will be rolled out as part of the new strategy. Every government department will have a ‘Director of the UAE Strategy for the Future,’ who is mandated with driving future planning. This makes the UAE the first government in the world to have such a position within all its departments.

Furthermore, the UAE has high-quality data sets and registries which are quite distinctive from an international perspective. The UAE has built a secure and strong digital structure, which allows everyone, individuals, and businesses to transact with the public sector using the internet, leading to a huge digital transition in recent years.

Substantial digital developments in the public sector. The internet is today the primary gateway to public administration for all.

Additionally, digital solutions are an integral part of many public services. 

Some individuals and businesses have welcomed the developments and can easily cope, while others have taken some time to adjust to new ways of dealing with things. 

The UAE has given priority since digital communication, and digital services from the authorities are becoming a need. It is vital to establish safe and secure frameworks for everyone to be able to achieve the opportunities.

The UAE has designed to ensure that services for citizens and businesses are as far as possible organized at local or regional levels within the framework of the law. This approach focuses highly on user customization, sense of safety and public trust. 

3. [bookmark: _Toc6694598]AIMS

The UAE aims at becoming a leading global hub and an open lab for the Fourth Industrial Revolution’s applications. One of the foundations to reaching this goal is by applying digital first and digital by default will lead to better quality, efficiency, trust, transparency, innovation, engagement, safety, digital capacity, growth, and value for all. In order to accomplish this, the UAE has identified five strategic areas to focus on:

1. Developing a future talent pool of IT savvy society
2. Integrating a cyber-secured data Environment
3. Implementing policies, regulations, and guidelines that cover the Fourth Industrial Revolution’s themes and applications
4. Cultivating the values and ethics of future generations
5. Creating a global IT hub to promote a competitive digital economy


4. [bookmark: _Toc6694599]DIGITAL ENABLERS

Ennoblers for digital transformation, Achievable, Seamless, rapid, and robust  
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5. [bookmark: _Toc6694603]FOCAL POINTS 

Government Digital transformation requires attention to the core capabilities that government use to engage citizens and businesses. The organizational enablers that support governments in delivering these capabilities: strategies; guidelines; governance and organization; leadership, talent, and culture; and technology.

The objectives digital by default and digital first save people time and effort by making services more efficient, easy to use, and conducive to improving quality of life and to save the Government money as its’ staff does not require the same time to deal with digital transactions as they would with offline alternatives. This makes the administration more effective and efficient.

The United Arab Emirates’ objective is to build a country that works for everyone, not just the privileged few but embraces the goals of the “Tolerance." This means building an economy that works for everyone and making sure that the quality of life and equal opportunities are spread across the Emirates. It means building a nation that stands as a model for the world and is set up to succeed in the future as indicated in the Vision of Centennial 2071.

One of Its objectives is to improve living standards and economic growth for its diverse population by increasing productivity and driving growth across the whole nation. The UAE- NDG now develops this further, applying the principles outlined in Vision 2021. The UAE has been an early adopter of the tools of digital transformation and innovation. Introducing the guidelines of Digital by Default and Digital First is a prime example of this.

5.1. [bookmark: _Toc6694604]ACCESSIBILITY

Improve Usability and Accessibility – This is key for people of determination to effectively use government e-services.  It is also essential to create services and content that are practical, clear and concise for users to access what they are looking quickly.  Speed is an important key performance indicator.

In order to ensure accessibility for all, the UAE has built a world-class digital infrastructure.  Digital infrastructure is a critical component of this: digital connectivity is now a utility, like water and electricity, and modern life is increasingly impossible without it. Connectivity drives productivity, innovation, and is the physical underpinning of a digital nation. Digital by Default and Digital First will be the backbone that the UAE content will be delivered.  The UAE is committed to ensuring that no emirate or group in society should be without adequate connectivity. 

The UAE’s Vision 2021 sets out our intention to serve the citizens and businesses of the UAE with a better, more coherent experience when using government services online - one that surpasses the expectations set by the digital services and tools they use every day. 

With the robust amount of content that will be generated with the full implementation of Digital by Default and Digital First, the digital infrastructure must be able to support this rapid increase in traffic, providing coverage with sufficient capacity to ensure data can flow at the volume, speed, and reliability required to meet the demands of modern life.

Accessibility should be seen as a utility, with everyone benefiting from improved connectivity. This will play a crucial role in ensuring that everyone, wherever they live and however they connect, can make full use of digital content and benefit from participation in the digital cross-government platform services ecosystem, ensuring greater reuse of platforms and components. 

5.2. [bookmark: _Toc6694605]ACCOUNTABILITY

Digital by Default and Digital First are the pillars of ensuring the UAE’s accountability to the people of the Emirates.  

By implementing Digital by Default and Digital First, the UAE will make sure that all the government's content, information, and knowledge are available online.  This will increase the trust in government and provide value to the UAE society.

Government institutions will be responsible for ensuring that the content that they publish is up-to-date, accurate, timely, and relevant.  

This will require that each institution identify service level agreements that will provide a set of guidelines and key performance indicators for their staff to follow.  

Government institutions will also need to embrace openness, flexibility, and responsibility in the development and publishing of their respective content and understanding user needs.

5.3. [bookmark: _Toc6694606]BUILDING THE RIGHT CULTURE

Emerging technologies and the importance of social media will provide opportunities to transform how the UAE deliver content, data, knowledge, and services to the people of the UAE. This has resulted in a change in how we work, and the skills required from the workforce in the future.

In the last six years, the UAE administration has started to recruit more content, digital, data and technology specialists across government, improving the government's technical capability significantly. The challenge now is to continue to attract, recruit and retain specialists in a very competitive marketplace, considering the competition from the international and national private sector companies that often provide higher salaries than the government. 

In particular, we want to evolve our culture by embedding digital skills throughout government, including by providing digital skills training offered by multinational companies, local training institutions and the internal training provided by the various ministries.  This ensures that our digital experts have a clear understanding of the content, knowledge and online services created by the government making them a more agile, innovative and creative project and programme management, establishing better ways to develop policy and deliver services in tandem, and continuing to reevaluate content in an iterative approach.  

Augmented Learning will be one of the principle ways of learning.  This will lead to a more creative learning experience by using the latest and advanced technologies such as bioengineering, Nano-technology, and Artiﬁcial Intelligence. As a result, the portal content is ever-changing and fresh.

In addition to providing the skills necessary to compete in the new digital economy, we must create new responsibilities and positions within the government. These new areas of responsibilities include digital content managers, data scientists, data analysists, community outreach focal points, to engage the public at large, and digital transformation champions.  These new responsibilities should be recognized within the organization chart of each government institution.  They should have clear definitions of their respective terms of reference and embedded in the human resource culture of the UAE.  In addition, these positions should have clear career paths and different levels of seniority. The above will be one of the main pillars of the UAE civil servant of the future and is in line with the UAE’s Fourth Industrial Revolution Strategy Framework.  These skill sets should also be part of government supported entities.

UAE recommends that each government institution put in place a multidisciplinary team that can design, build and operate the service, led by a senior manager with decision-making responsibility. 

In order to facilitate this new approach, an acceleration program under the Centre of Digital Innovation (CoDI) to enable the digital journey of both the UAE’s citizens and the Government, this will be achieved through innovation, research, education, training, skills development, seminars, quality assurance, consulting services, guidelines, and policies on digital content to create a government network of digital professionals.

The UAE has adopted the PPPP approach (public-private-people-partnership) to collaborate with business, academia and the social sector to accelerate digital innovation and transformation in government. This partnership brings the government closer to its constituency and deepens collaboration with society and enables the government to respond to the rapidly evolving digital landscape. 

The UAE has held two nation-wide series of hackathons in all seven emirates.  The hackathons unleashed the creativity and innovative skills of the young men and women who participated.  The hackathons are the foundation of the development of an IT-savvy society.

To strengthen its public administration, the UAE has created a Ministry of Happiness and Well-Being, Ministry of Artificial Intelligence and the Ministry of the Possibility.  These three ministries in conjunction with the Prime Minister’s Office are the guiding lights towards meeting the objectives of Vision 2021 and Centennial 2071.



5.4. [bookmark: _Toc6694607]BRANDING

The Telecommunications Regulatory Authority (TRA) has taken the lead in supporting the government institution to implement the Digital by Default and Digital First guideline to help create an environment for the government institutions to embrace the Digital by Default and Digital First approaches by identifying the necessary skill sets that each institution should have in place, work with the institution to develop training programmes, work with the Ministry or Human Resources to prepare new terms of reference for digital professionals, and will benchmark against the leading countries to identify potential gaps that might arise.

UAE created a webpage branding UAE's Journey to Implementing the Digital by Default and Digital First approaches.  The webpage will provide content to support government institutions in their endeavor to implement Digital by Default and Digital First and will highlight success stories from the ministries and government authorities. 

5.5. [bookmark: _Toc6694608]CONTENT

Digital by Default and Digital First approaches refer to the delivery of e-services, information, data, and knowledge. In order to increase the usage by citizens and businesses the e-services, information, data, and knowledge that are available on the respective government portals should be up-to-date, easy to use, accurate, user-friendly, and should provide an excellent user experience.

6. [bookmark: _Toc6694609]EASY-OF-USE, WHILE ENSURING HIGH QUALITY 

6.1. [bookmark: _Toc6694610]USER-FRIENDLY AND SIMPLICITY 

· Improve User Experience – It is important to make your e-services user-centric.  

· E-Services need to recognize user requirements when they are being designed and implemented.  

· The customer journey is an important aspect of ensuring that users continue to use your e-services. 

· Make the user experience consistent with the National portal.

· User Experience – It is essential to make your e-services user-centric.  E-Services need to recognize user requirements when they are being designed and implemented.  The user journey is an essential aspect of ensuring that users continue to use your e-services.

· TRA-User Experience Lab, which is the first of its kind in the UAE government, to help develop the digital presence of government entities on the web, smartphone or on service booths. Advanced global methodologies are being implemented in the user experience lab to ensure that websites and smart applications take into account the characteristics of users and meet the needs of enterprises to access services to the highest levels of ease and usability.

· The initiative is part of the TRA's role in advancing the UAE's digital transformation and its efforts to help government entities develop their digital services.

· The user experience lab provides a comprehensive and integrated mechanism that includes a system to follow the movement of the eye when browsing on the screen and includes a scientifically proven methodology to ensure global knowledge of the typical behavior of users when trying to search for information or access to digital services. The use trials are conducted by specialized teams with the participation of the stakeholders in each project and by the presence and participation of real users representing personas for the types of users who need to visit the site, application or service booth.

6.2. [bookmark: _Toc6694611]DATA OPTIMIZATION FOR SEAMLESS PROCESSING 

The UAE has developed algorithms to optimize the use, share, and creation of data to facilitate a smooth and seamless process in migrating data from one source to another.  The ministries and government institutions have been trained in creating APIs and in formatting data to be machine-readable and transportable.  In addition, the Federal Competitiveness and Statistics Authority and the Telecommunications Regulatory Authority jointly manage the country’s national open government portal (Bayanat.ae).

6.3. [bookmark: _Toc6694612]CONSISTENCY IN SERVICE OFFERING FOR HAPPINESS AND WELL-BEING.

Usability and Accessibility – This is key for people of determination to effectively use government e-services.  It is also essential to create services and content that are Accessible, Perceivable, Operable, Understandable; Robust aligned with W3C and the UAE accessibility Guidelines (https://www.government.ae/-/media/Guidelines--for-accessibility-Ar-2016.ashx) for a practical, clear and concise for users to access what they are looking for quickly.  Speed is an essential key performance indicator. 

· Providing multiple channels to access services – Government institutions have developed kiosk, given access to third parties to access government services on behalf of users, and provided online customer services through chatbots.

· Engaging citizens and communities – UAE intend to further incorporate feedback from citizens and communities to improve e-services and content.

· Publish Metrics – Government institutions will publish their progress on key performance indicators (KPI’s).

[bookmark: _Toc6694613]

7. ENABLING SUSTAINABLE GROWTH 

7.1. [bookmark: _Toc6694614]ACCELERATING BUSINESS ECOSYSTEM

Gamification – The UAE has a large youth population that is heavily into gaming government institutions are encouraged to use gamification to support more user’s engagement and pleasing journey below are the aspects:

The main pillars of gamification 
· Goals, milestones & rules 
· Information-transparency 
· Room to maneuverOnboarding
Familiarity
Mastery
Time

Personal Investment


· (Real-time) Feedback
· Challenges


















Artificial intelligence tools Adoption – 

In October 2017, the UAE Government launched ‘UAE Strategy for Artificial Intelligence (AI).' This marks the post-mobile government phase which will rely on various future services, sectors and infrastructure projects. The strategy is first of its kind in the region and the world, and it aims to:
1. Achieve the objectives of UAE Vision 2021 and the Centennial 2071
2. Boost government performance at all levels
3. Use an integrated smart digital system that can overcome challenges and provide quick, efficient solutions
4. Make the UAE the first in the field of AI investments in various sectors
5. Create a new vital market with high economic value.
6. AI is being used to bundle different services based on the services that they are looking for and their profile.

7.2. [bookmark: _Toc6694615]OPEN DATA AS AN EVOLUTION ENABLER

Open Government Data focuses – TRA and the Federal Competitiveness and Statistics Authority (FCSA) have developed an open data strategy that aims at radically increasing the number of datasets available to the public.  

7.3. [bookmark: _Toc6694616]EFFICIENCY AND EFFECTIVENESS

Greater use of multimedia – Government institutions are encouraged to use interactive animations to support e-services will provide a pleasant and visually pleasing journey.  This could be in the form of a tutorial on how to use the services or to directly provide more information on a topic.

Digital Green – Government institutions are committed to delivering digital services that do not negatively impact the environment, over service's lifecycle.

8. [bookmark: _Toc6694617]SAFE AND TRUSTED 24/7
 
8.1. [bookmark: _Toc6694618]Data protection

Digital Data Governance – Digital security of personal and private data is of utmost importance to the UAE.  UAE ensures that the data privacy laws are being followed.

8.2. [bookmark: _Toc6694619]Vigorous Structures

Dynamic Any Device Any Time – The use and look and feel of all Services, Content, and Data must be the same regardless of the device that is used.


9. [bookmark: _Toc6694620]ADAPT AND OVERCOME

Most successful digital capabilities use five enablers to support and accelerate digital transformation:

· Future Proof - Services/Content should be designed in a modular manner and should be compatible, adaptable and capable of being integrated with new trending technologies.
· Reflect the capabilities and opportunities associated with digital technologies. 
· Organizational structures and Business model are built to handle the new tensions and risks associated with digital capabilities. 
· Manage transformation programs and new capabilities.
· Create or acquire technological assets that are suited to the government’s emerging digital functions.

10. [bookmark: _Toc6694621]BENCHMARKING AGAINST THE LEADING COUNTRIES

The UAE held an Expert Group Meeting with the United Nations Department of Economic and Social Affairs, several Digital Government Authorities of the GCC, namely: Bahrain, Oman, and Saudi Arabia, international and national digital government experts to identify the leading digital trends for next coming years.  The group discussed the trends as indicated by the International panel of experts and identified the top ten trends that government should identify as critical factors for them to fully implement a digital strategy and take full advantage of the new digital economy. The following are the key trends:

1. Developing strategies for new technologies and linking them in the overall development strategies. The UAE has been at the cutting edge of implementing new and emerging technologies. The following technologies are currently used in the UAE:

a. Artificial Intelligence
b. Blockchain Technologies
c. Internet of Things
d. Cloud Technologies
e. Robotics
f. Virtual Reality
g. Augmented Reality
h. Data Analytics
i. 3D Printing

2. Focus on digital skills to ensure that the civil servants, managers, and executive of the UAE government have acquired the relevant knowledge to be competitive in the new digital economy.  The UAE has fostered and nurtured:

a. Lifelong learning
b. Knowledge creation
c. Skills required by the private sector
d. Cognitive Human Enhancement

3. Inclusive data to ensure that the UAE data isn’t biased towards certain groups.  The open government data of the UAE will be segmented to focus on the following SDG criteria:
a. Culture
b. Language
c. Age
d. Gender
e. Income Distribution

4. Improving customer service, user-centric design, especially on the portals, to make sure people have a good experience.  The UAE has implemented a set of guidelines that standardize the look and feel of government portals. The use of robotics and artificial intelligence will supplement to UAE civil servant workforce by ensuring that the public administration is active 24/7 and provide excellent customer services. This is inline with the UAE 4th Industrial Revolution that calls for implementing Intelligent Government Services and deliver the world's best intelligent, seamless and citizen-centric government services that boost the happiness and wellbeing of customers.

5. Strengthening the outreach to the people through greater e-participation. The UAE has used several tools to engage its people such as:
a. Social Media
b. Crowdsourcing
c. Crowdfunding
d. Living Labs

6. Investment on innovation – One of the key pillars of implementing a digital economy is to invest in the creativity and talent of the people of the UAE. This has led to the financial commitment from the government to support the following:
a. More incubators to guide young entrepreneurs
b. Venture Capitalists
c. Entrepreneurship

7. Sustainability – Building a digital economy is a long-term process, and as such, several key drivers need to be in place.  The UAE through its Vision 2021 and 2071 has ensured the following strategic pillars have been established:
a. Strong leadership
b. Future-proof infrastructure
c. Incubation
d. Business requirements
e. Future trends
f. Innovation



8. Principle of Tolerance – This dovetail nicely with the UAE's designation 2019 as the Year of Tolerance.  The Year of Tolerance will ensure that no one is left behind and that all segment of the population have access to services, information, data, and knowledge.  The following policies are in place to ensure this: 
a. Open government
b. Inclusion
c. Inclusive policies and strategies
d. Digital as a right

9. Open Data needs to surround by the right environment.  The UAE has instituted several digital positions in ministries and developed policies for the sharing of government data (OGD). These include:
a. Recruiting Data Scientists
b. Developed OGD policies and guidelines
c. Shared Data Platforms
d. A developed data-culture

10. In order to properly compared countries in the international surveys and rankings that exist, the UAE suggested a comprehensive review Telecommunications Infrastructure Index (TII) and Human Capital Index (HCI) components to be more in line with the priorities of digital government.

11. [bookmark: _Toc6694622]CREATING AN ENVIRONMENT FOR BENCHMARKING

The UAE commissioned a digital maturity model as well as a digital government survey.  These tools were used to assess the readiness and maturity of the seven Emirates.  The tools identified the strengths and challenges of each emirate and designed a roadmap to meet those challenges.  The following elements were reviewed and assessed in terms of policies and implementation:

a) Digital signature 
b) Ask Once 
c) 3D Printing 
d) Blockchain 
e) Drones and Auto transportation 
f) Accelerators 

12. [bookmark: _Toc6694623]CREATING SMART COMMUNITIES AND CITIES

The UAE National Plan's development included scrutiny of existing mobile and electronic government strategies and planned to leverage what the Government has done and chart new domains and initiatives, opening up the possibility for further innovation and advancement toward a Smart Government. The UAE National Plan is based on three tracks:

a. Strategy
b. Roadmap 
c. Transformation 

The UAE Smart Government Strategy evaluated the current situation, generated an Assessment Report for the UAE Government and develop the framework for the Smart Government Strategy. The Smart Government Roadmap defined the working mechanisms for Smart Government along with key initiatives and generated an Operating Model and Action Roadmap. It included a Transformation Measurement Approach to document the process to evaluate smart transformation success. This is in line with the UAE's objective of developing Intelligent Cities throughout the country and enhancing the quality of life of its people.

The UAE plans on being a model for other countries by developing intelligent cities that encompassed the following technologies to ensure sustainability and future proof of the economy:

· Open Additive Manufacturing
· 3D Printed Construction
· Intelligent Grids
· Intelligent Supply Chains






[bookmark: _Toc6694624]REFERENCES 

Supporting Documentation on the Alignment with the UAE strategy;

1. UAE mGovernment Initiative  https://government.ae/en/about-the-uae/the-uae-  government/smart-uae/uae-mgovernment-initiative
2. Emirates Blockchain Strategy 2021  https://government.ae/en/about-the-uae/strategies-initiatives-and-awards/federal-governments-strategies-and-plans/emirates-blockchain-strategy-2021
3. UAE Strategy for Artificial Intelligence  https://government.ae/en/about-the-uae/strategies-initiatives-and-awards/federal-governments-strategies-and-plans/uae-strategy-for-artificial-intelligence
4. Smart Government Guidelines  https://government.ae/-/media/mGov/Guidlines_En_mGov.ashx?la=en
5. TRA has proposed to all Government Institutions to use the UK Digital Service Standard as references. This standard has 18 criteria to help the government create and run good digital services:
5.1. Understand user needs
5.2. Do ongoing user research
5.3. Have a multidisciplinary team
5.4. Use agile methods
5.5. Iterate and improve frequently
5.6. Evaluate tools and systems
5.7. Understand security and privacy issues
5.8. Make all new source code open
5.9. Use open standards and common platforms
5.10. Test the end-to-end service
5.11. Make a plan for being offline
5.12. Make sure users succeed the first time
5.13. Make the user Experience contestant with the National Portal.
5.14. Encourage everyone to use the digital service
5.15. Collect performance data
5.16. Identify performance indicators
5.17. Report performance data on the Performance Platform
5.18. Test with the highest sponsor
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