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“‘Wwhen [my wife] went
to [register], they said
she should come back.
After going a couple of
times and she has not

gotten it, | didnt allow
her to go again
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“Asking peopleto
testify for me isdifficult
because lam livingin a
rental house and don't

have children. This

may mMake them
qguestion my
trustworthiness.”




Key Input-

Gathering

Approaches

for Service

Jesign :
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User-Centric Engagement

Interviews, Surveys, Focus Groups
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Collaborative Ideation

Co-creation, Design Spint, Prototyping,
Usability Testing, User personas
Journey mapping
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Data-driven insights

User Analytics, data visualisation,
performance Metrics
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Stakeholder engagement

Partnerships with CSOs, local
associations, etc...



Anir Chowanury

Policy Advisor, Aspire
to Innovate (a2i)
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Service at Doorsteps: Union Digital Centres — 16 Years of Evolution

2007-2008 2008 -2023

9K+ Centres
350+ Services

Spent more than a year determining

what makes sense to citizens o 7-10M DeliVérEd/month
2 Centres 800M+ Total
15ervice
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Financial Inclusion: Unbanked Ultra Poor

Sarbati HH Monthly Income: Only
Above 90years, Widow . allowances that she receives from
Govt.

Sheneedstobe She hasto spent She needs to wait
accompaniedbya $1.5transportfare forhoursin
member ofthe to collect the queue oftenin
familyto collect allowance from harshweather
the allowance bank. conditions
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Financial Inclusion: Partially Banked

Housewife, husband sends

Salma remittance from Malaysia

0 RS, el hzr 2 . HH Monthly Income: BDT 70,200
If she uses mobile So,she hasto MFS has reach but
moneytoreceive depositintoa DPS notthe required
remittances, she savings schemein productvariety
hastogo3timesa a traditionalbank
month because of account 8km
daily limits. away.
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Financial Inclusion: Visually Disabled

},’fj:akrir Bank account holder
Development worker,
Innovator
Banks refuseto So,he appliedto
givedebitor credit National Human
cardsbecause of Rights
visualdisability Commissionfor

remedy

|
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FinLab: Revolutionizing Social Protection with Digital Payments

Ministries Social Safety Net Programs
- Old Age Allowance

- Disability Allowance

- Widow Allowance

- Employment Generation

Department of Social
Services

Department of Disaster

Management Program for the Poorest
Ministry of Liberation War

,S Yo eratio - Freedom Fighters Allowance
Affairs
Ministry of Women & Child | - Maternity & lactating mother
Affairs Allowance

- Secondary edu stipend

Ministry of Education

e Scaled up from a pilot with

(16.75% of budget; 2.55% of GDP)

* Modeling
of cell phone usage data
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Gender Inclusion Lab: Engendering Digital Interventions

* Gender-parity in last-mile Digital Centers: 9K
* Pregnancy monitoring challenge competition

from
o s Syednagarvillage in Faridganj upazila,

Sathi: women financial agents going door to

r in marginaliz mmuniti . :
doo arginalized co VIl d(Es Officials from the upazilla

and foiled the marriage

H#agents: 300+

=  faccounts: 160K+

= Total deposits: $8.5M

= Partnership: Central Bank, 13 Banks, 3
MFES

= attempt.

, and
=& obtained a written undertaking to prevent
any further attempts to marry her off early.

e e e e am En o Em Em En e EE EE EE e Em Em Em o s

___________________________________

to ensure a
successful outcome.




Disability Innovation Lab: Catalyzing Breakthroughs

* Multimedia Talking Books (MTB) for all visually impaired K-12
students: 300K total

* MuktoPaath, largest e-learning platform in Bangla, accessible
to students with disabilities: 6K registered

* National Intelligence for Skills, Education, Employment and * VashkarBhattacharjee, a visuallyimpaired
Entrepreneurship (NISE3) registered 13K disabled youth and person D €
2.7Kemployed through job fairs. private

 Seeking help from the NHRC, the bank was
directed to issue a credit card, initiating
the journey toward

are currently working to make
their digital services accessible.
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Developing Institutional Capacity
For User-Centric Innovation and Digitization within Government

% © 3
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Innovation Empgthy
Officers and Training
feams Design Thinking
5,000 to 35,000

Chief Innovation Officers Civil Servants to

supported by Innovation Redesign
Teams in every Services
Ministry/Directorate/ through the

District/Sub-district Citizens’ Lens

2041 | SMART BAN

Service
Process
Simplification

Simplification to
every
government
agency — nearly
1000 services
simplified

|
i

TCV Augmenting
Measurement Civil Service
Creating an
Measuring extension of Civil
Impact through Service with
Time, Cost and 16,000
Number of Visits Grassroots Last-
(TCV) for Digital mile Service

Transformations Delivery Agents
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Addressing Digital Divide Using Innovations and Whole-of-Government DPI
o,

L

cation and
o skills Tax& custams
mary
PSr;:\oﬂdaW
\,\'\g‘ﬂe\'
e SeconQa\'\! Tax
W Technicat VAT Visa
e e«\e@\ N\adraSa CUStOms or/(p
a(\;g 5 S ;’777 it
pO National
Web Portal
(30M/mon)
9K
Digital Last M('}’,:,‘{.(Z‘pr
Centres HEEELE (2.3M
(7M/ ) Access
mon downloads)
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Deepening the Understanding of Digital Divide

DIGITAL RIGHTS

Marginalized Communities
Gender, Disability, Extreme Poor, CMSME

e e e e e e

Access | | Capabilities | ! Service Design
Affordable | | Digitalliteracy | |  Health, Edu, Employment,
connectivity | i Finance, Public Services

" Information | . Power |
Asymmetry | | Asymmetry

e e e e

__________________
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e-Quality
Envisioning a world with Zero Digital Divide
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Rahel Abraham

National ID Program,
—thiopia
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Why Digital ID for et

e Provide a countrywide Foundational digital ID.
o Identifyresidentsin the country.

o Base for:
o Digitalinfrastructure & services: Digital Ethiopia 2025 strategy,Homegrown Agenda ll.

o Advancedfinancial,social, publicand other services; 10 year National Development
Plan.

v v/ v v/

What? Who? How? When?

. Issue digital IDs Enroll +90
All residents of and deploy million residents
Ethiopia. authentication by end of 2025
system

A foundational
|dentification
system to support
all use-cases




Current Status of the Project

& FAYDA (Value) Platform

o Customisedand localized platform

o Enrollment and Authentication

& 1M+ Pilot Enroliment (2022)

e Enrollmentin selected use-cases: Social Protection
Programs (PSNP), Education ,Banks, Industrial Parks
Development Corporation (IPDC)

0 Legal Status
e 1284/2023 Proclamation

& 3M+ Enrollment Progress (2023)

Enrollment of high demand use cases:
e Finance sectors (Banks, MFIs)
e Ministry of Revenue (MoR)
e Ministry of Education (MoE)
e Refugees



User Centric Approach - Enroliment

& Minimum Dataset Collection
e Name, DoB, Gender, Current

Address »
e Facial, 10 Fingerprint, Dual Iris License

Bank Book

& Various Evidence of Documents
e 35+ Proof Document are allowed

o Witness (Introducer base)

Certificate
& Majorinclusive factors - ;
4 » 1_1;": Yellow Card

e Consent, Based Registration
e Fayda For Free

e Pre Registration

Medical
Insurance

e Handling Exception




Credentials

Fayda SMS

Dear Henock Tilahun Ali, we are
happy to announce Ethiopia's
Digital ID Proclamation No.
1284/2023 has been adopted by
the House of Peoples’
Representatives.

Following your successful
registration, your |D information is
as follows:

Fayda ID Number

Fayda Alias Number:
R

Please keep your Unique ID private

and use Alias 1D for authentication

services.

Visit id.gov.et for more.

Fayda ID Card

Fayda Digital cop
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Recommendations

Pilot Enrollment

e Birth of physical card

Collaborate with Sector Regulators Bodies

e Quick adoption of DID at service point
e Tapin to the sectors trusted ecosystem

Develop a strategy prior to scale out by engage
sectors, CSOs, Human right Advocate,Sector
expertise etc..

e Conduct town hall discussions




Key Messages for Success

Multiple Local Takes a
Strategies Capacity Village
4

Every country must Need of Local Dis a concept that
' takes a village to
prepare strategy for Capacity even maintain and evolve.
all aspects to after deploying Policy makers, ID
assume a DPI/DPG for authority, Tech
foundational role customization & Providers S|,

integration Relying Parties, etc

Ownership and
Understanding of the
platform

No limitation to
scale it up /localize
itas itis Open
Source
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Thank You




Tarig Malik
Technical advisor,
IDAD, World Bank




Pakistan's
Service Design
Methodology

Tarig Walib

54D @) vworwosancorour



Digital Transformation Journey

Social Contract

MDAs Service Design

State Capacity Enhanced for improved

service delivery

- I'HE
M.o Interior CONSTITUTION
OF THE
. ISLAMIC REPUBLIC
M.o Finance OF PAKISTAN
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Courts BT
s
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M.o Communications - Xy
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Election Commission QY- Al AR = @, 7,
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M.o Foreign Affairs SR : Ol 8
3 x ‘0’."’. ,-.
State Bank of Pak |

DPI
Threads of Government People Centric Development

Sodial Contract Strengthened

Targeted Subsidies, social protection

Derived Valueé.



Motivation & Strategy

Ecosystem focused on development

 Inclusive Registration
Pakistanis
OverseasPakistanis
Foreigners of Pakistan Origin
Minorities

Transgenders

Vulnerable Population
Refugees

Foreign Residents

- Real Data for Planning
v Biometric
v Biographic
v Digitized Household Survey NADRAs IDENTITY ECOSYSTEM
- Data Analytics
v Empowering people
v Building State

Institution’s Capacity r E -

Election Management

System
Conditional Cash Grant

Data Analytics Advancad

Passports & Border
Search

control
Civil Registration

Documents
Social Support and

KYC - Financial

Inclusion

AN N NN Y NN

L

L\
Face Recognition

23
Data Processing




Nree New Structural Interventions

Inclusive . Public
Strategic

Registration . Engagement
Reform Unit
Department Department




INstitutionalization

Complaint @J:“
Management { l
System ¢ 4k
-

v

Customer

% .o

Feedback

-9 Public
| - Engagement
Department

Citizen Engagement (x3p)

Media Campaigns
Citizen Awareness

Service
Department

Feedback Policy Change Required
Strategic Operational Policies
NEJ(ela 0 ACIoTIN /\/ministrative Policies
(SRU) Strategic Policies
Legal Changes
Impact Marginalized Groups Admin Support

Analysis

Inclusive

Registration
Department

S.0.P(Change

Operations Administration

Department

Department

Data Analytics
Complaint Resolution
Performance
Monitoring

4R

Mystery
Customers
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Approach

Introducing Rgration
/Mobile Apps | Campaigns for @ |

Public
Awareness

Engagement k

with Federal and

Provincial Depts. %Y )
for Enhancing
Registration

Apps & Tools

Expanding \

outreach |
mechanism to@ |
marginalized /

groups

Collaborati
on with
MDAs,
CSOs/NGO

Citizen
Engagement

|

Celebrating
'International
Days Events



Citizen Engagement Using Digital Tools

3343221101974 3343221101974
You are now registered Beware! <name> son of
with NADRA for <father> is a convict.

#1)AZATAPKI Don’t let him be around

children and women

ABC Bank has requested
your verification. Provide ®

“ OTP “2391" for consent
h - i ' < I ol E _
PAK-ldentity Rahbar o _ IJAZAT APKI National Sex Offender
Complete RegistrationApp  Find NADRA Office ~ Constitution of Pakistan  copsent Management Registry Service
National e e Central Complaint | :: i
Management System
System

Carfesns A e
WIMB560133 _} b}
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Expanding Public
Nnfrastructure

Q More Centers, Better Coverage

New Centersin 2021-23

Promoting Women Employment

96% of NRC have women staff
196 of NRC have womenin-charge

Conforming to Local Norms

Dedicated Booth for women observingpardaand
hijab




Establishment of Female Only Centers

Female
Dedicated
Centers

All Female Staff
From in-charge to
guard

W

J Q Removing Financial
Barriers

FirstID Cardis free




Next Generation Mobile Registration Van

Q New Mobile Vans

Human Resource
3 NADRA Personnel

10 Vans with Woman only staff rl’(élf""('»t
includingdriver
if Z U LSt
/JZ'-,-'T-“J’V%

Q Introduced NADRA Biker’s
Service to register women
at home

BISEONLINE
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Policy Changes

Challenging Status Quo

« Registration of children with single
parent especially women

- Allowed Female applicants to register
with Father name or Spouse name.

- “System Independent Registration” for
women who lack necessary documents

ERAME NEWS
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Inclusive Registration Campaigns

* To reduce the gender gap.

To promote gender equality and women'’s
empowerment.

To register differently abled persons, senior
citizens and bed-ridden/patients.

03

NADRA Cares

/

04

Trans Rights

are Human .
Rights To reglster transgender persons.



Campaign: Meri Shanaknht; Meri Pehchan

Translation: my identity; my recognition

- To promote gender

= equality and
| - & INTERNATIONAL WOMEN DAY Wchenys
K22 Empowermg Women empowerment,
_ Through Identi
| ~:. , - NADRAg:r:gntemational Women Weekty ’ LaunChed
gt Y '!“ (8 -14 March 2022) RegiStration
o g Campaign in July
\ 2021
.. Females

Registered in 2
years




Campaign: Educational Institutes

Celebrated one week of women registration campaign in the
sprit of

= —— -~ A

eminars in educational Institutions
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Inclusive Registration Department (IRD)

ISSUES / CHALLENGES REFORMS DIVIDENDS

Established Inclusion
Identity for everyone Registration Department

Marginalized group (%\ Disabled Application

registration increased

15 OCTOBER ( * International

Human Rights Day
w DECEMBER 10

o] 3 I E *
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; b s~ S = o st
: S DT
s
N - . P &
% o

et 0 1  EMPOWERMENT
=== THROUGH IDENTITY

/u;L ves S|

FealUste sl pfirntatis et

Wi uF e J"?K—/‘U'Lf!d/(/ Gy b
Ciw Ll ms ;1("’ o “Urikase” @ A0 K S

fA=te,




Registration

(2017-2022)

rend

Year Male Female Total Female Registration Trend - Gender
Registration Registration Registration Registration .
Wise
2017 2,678,573 2171809 4850382  44.78% 3:200.000
3,000,000
2018 2813,503 2,786,421 5599924  49.76% 2 500,000
2,000,000
2019 2749243 2635926 57385169  48.95%
1,500,000
2020 2277436 2244583 4522019  49.64% 1,000,000
. 500,000
2021 2450,748 3,269,013 5719761  57.15% H:EgheSt
ver 0
2017 2018 2019 2020 2021 2022
2022 1134464 1,451,865 2586329  56.14% Half Year

B Male Registration ™ Female Registration

trend




Newly registered Women - Trend

(June 21 - June 22)

Cumulative newly registered women trend
(June 21 - June 22)
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”””””” Gender Gap
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Jur-21 Jul-21 Aug-21  Sep-2l Oc-21 MNow-21  Dec-21 Jan-2? Feb-22 Mar-22 Apr-22 May-22  Jun-22

Cumulative newly registered women
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rans Rights are Human Rights

e

Launched countrywide registration
campaign for Transgender person’s
registration.

Recognition of Gender Mark “X” by
Foreign Governments/their Missions in
Pakistan.

Dialogue held by Chairman with
prominent TGs Activists and
professionals.

TGs Focal persons nominated at each
NADRA center.



Khuli Kachehri & e-Kachehr]

ISSUES / CHALLENGES REFORMS DIVIDENDS

Greater outreach with
twitter, social media and Total NCCMS Complains

Khuli Kacheri & E-Kacheri

Tedious complaint resolution Centralized Complaint online service channels =

Management System NCCMS

30,476

(\:/; Total NCCMS Complains

NADRA & Addy OB sl Tariq 0

% Host % Co-host Co-host |

‘bl Speaker

NOS6 29,613

Rabia Az.. LubnaTa.. buriro002 Yasif @
54 Speaker g Speaker Listener Listener
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~ Tarig Malik #/D4D
&% ReplyTarig@gmail.com
y @ReplyTarig




Building User-Centric DPI: Practical
Tools

Anir Chowdhury Rahel Abraham Tariq Malik
Policy Advisor, Aspire National ID Program, Technical Advisor,
to Innovate (a2i) Ethiopia ID4D

Project, Bangladesh

Location: Preston Auditorium




Some materials already available, more to
come at http://iddd.worldbank.org

@ WORLD BANK GROUP I @:‘e 4 D

/| ) WORLD BANK GROUP

Creating User-

Centric Use Cases egic
cccccccccccccc

for ID Systems | for Identification

Systems:

Strategic

Engaging CSOs Communica
tion
Qualitative - 1 Use-case
Research assessment
(Upcoming)

Practitioner’s
Guide



Some materials a

ready available, more to

come at http://id4

Engaging Civil
Society Organigationsill’
(CSOs) for Successful,
ID Systems:

e Note

for Identification

-

d.worldbank.org

|77 worLo sankeroup I_E 4D

ennd s AL PR

A & .( = JVEd TN sl ) ; Use-case
Strategic LS 5 ¥ A ‘lv %’ ; 4 d assessment
Communica W78 Rk X ~ A (Upcoming)
B P 4 BN
Engaging CSOs ‘ N Practitioner’s
Guide

Qualitative
Research



Some materials already available, more to
come at http://id4d.worldbank.org

P
(/) WORLD BANK GROUP

PRACTITIONER'S

GUIDE
 October2019
Strategic R ‘
Communications 4
for Identification ’ Q‘
| Systems: | (CSOs) for Successful ‘ e
SUBHAS Hot ID Systems: '
ndance Note 4 4 h

|

(’T’ WORLD BANK GROUP . -l ¥ xF 4 4 Practitioner'
Use-case . A ALV s Guide
assessment
(Upcoming) . 7] WORLD BANK GROUP
Strategic Qualitative
Communication Research

Engaging
CSOs



Some materials already available, more to
come at http://iddd.worldbank.org
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PRACTITIONER'S [

Strategic

GUIDE B 2 Creating User- 5 z Engaging Civil
— daHN Centric Use Cases | Communications Society Organigations j
‘ for ID Systems for Identification (CSOs) for Successful i

ID Systems:

Systems: s
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Qualitative
Research
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e (; WORLD BANK GROUP

Practitioner’
s Guide

~
f J WORLD BANK CROUP

Use-case
assessment Engaging CSOs

Bl Strategic
Communication



Some materials already available, more to
come at http://iddd.worldbank.org

@ 'WORLD BANK GROUP

Strategic

Communications

| for ldentification
Systems:

Creating User-
Centric Use Cases
for ID Systems

Engaging

Qualitative CSOs

Research

Practitjoner’s Strategic
Guide Use-case Communication
assessment

(Upcoming)



IDENTIFICATION FOR DEVELOPMENT PAYMENTS THAT EMPOWER
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