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Course Introduction

Efficient design and delivery of government services are critical to promoting citizen satisfaction,
transparency, accountability, and operational excellence. Public sector institutions face increasing demand
to modernize processes, integrate digital solutions, and deliver services that are responsive, inclusive, and
results-oriented. e-Government Services Design & Delivery Training Course equips participants with
practical frameworks, methodologies, and tools to design, implement, and monitor government service
delivery models that align with international standards, citizen expectations, and policy priorities.
Participants will explore service design thinking, digital transformation, workflow optimization, and
performance measurement strategies to enhance the effectiveness, accessibility, and sustainability of
public service delivery.

In an era of e-government and digital public services, governments must focus on user-centric approaches,
data-driven decision-making, and continuous process improvement. This training provides participants with
skills to map citizen journeys, assess service gaps, implement innovative delivery channels, and monitor
service quality metrics. Through interactive exercises, case studies, and best practice examples,
participants will develop the capability to lead service improvement initiatives, optimize cross-departmental
coordination, and leverage technology to create impactful, transparent, and inclusive government services
that foster trust and promote good governance.

Programme Curriculum

e-Government Services Design & Delivery Training Course

Introduction



Efficient design and delivery of government services are critical to promoting citizen satisfaction, transparency,
accountability, and operational excellence. Public sector institutions face increasing demand to modernize
processes, integrate digital solutions, and deliver services that are responsive, inclusive, and results-oriented.
e-Government Services Design & Delivery Training Course equips participants with practical frameworks,
methodologies, and tools to design, implement, and monitor government service delivery models that align with
international standards, citizen expectations, and policy priorities. Participants will explore service design
thinking, digital transformation, workflow optimization, and performance measurement strategies to enhance the
effectiveness, accessibility, and sustainability of public service delivery.

In an era of e-government and digital public services, governments must focus on user-centric approaches,
data-driven decision-making, and continuous process improvement. This training provides participants with
skills to map citizen journeys, assess service gaps, implement innovative delivery channels, and monitor service
quality metrics. Through interactive exercises, case studies, and best practice examples, participants will
develop the capability to lead service improvement initiatives, optimize cross-departmental coordination, and
leverage technology to create impactful, transparent, and inclusive government services that foster trust and
promote good governance.

Course Objectives

Understand core principles of government service design and citizen-centric delivery.
Apply service design thinking to improve efficiency, accessibility, and satisfaction.
Develop user journey maps and identify service delivery bottlenecks.

Utilize digital tools and platforms to enhance service delivery effectiveness.
Integrate data-driven decision-making into public service operations.

Implement monitoring and evaluation frameworks to track performance.

Enhance interdepartmental collaboration and process coordination.

Apply workflow optimization techniques to reduce delays and errors.

Design inclusive and equitable services to meet diverse citizen needs.
Incorporate citizen feedback and participatory approaches in service design.

. ldentify risks and mitigation strategies in service delivery processes.

. Improve transparency, accountability, and governance through process redesign.
. Develop action plans for sustainable, scalable, and innovative service delivery.
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Organizational Benefits

e Enhanced citizen satisfaction and engagement

e Streamlined government service processes

¢ Increased operational efficiency and reduced service delays

e Improved transparency and accountability mechanisms

e Better policy implementation through effective service delivery

e Data-driven insights supporting continuous improvement

e Strengthened interdepartmental coordination and collaboration

e Increased inclusivity and equitable access to services

e Reduced operational costs through workflow optimization

e Improved adaptability to digital transformation and technological innovations

Target Audiences



e Public sector managers and service delivery officers

e Policy and planning professionals

¢ Digital government and IT transformation teams

e Monitoring, evaluation, and performance management officers

e Citizen engagement and participatory governance specialists

e Regulatory and compliance officers

e Consultants and trainers supporting government reform initiatives
e Project managers in e-government and digital services programs

Course Duration: 10 days

Course Modules

Module 1: Principles of Government Service Design

Understand citizen-centric service delivery frameworks

Explore global best practices in public service design

Identify service design challenges and opportunities

Map service delivery goals to strategic policy objectives

Analyze key performance indicators for government services

Case Study: Redesign of municipal services to improve citizen access

Module 2: Service Design Thinking for Public Sector

Apply human-centered design principles in service delivery

Conduct stakeholder analysis and needs assessment

Develop prototype solutions for public service challenges

Use iterative approaches to refine service offerings

Incorporate user feedback into service design cycles

Case Study: Implementation of design thinking in health service delivery

Module 3: Citizen Journey Mapping

Map end-to-end citizen service interactions

Identify pain points and bottlenecks in service workflows

Align processes to citizen expectations and standards

Prioritize interventions based on impact and feasibility

Leverage visual tools for effective journey mapping

Case Study: Journey mapping to reduce delays in licensing services

Module 4: Digital Transformation in Service Delivery



Integrate digital platforms for efficiency and accessibility

Automate repetitive workflows and standardize procedures

Implement online service portals and self-service channels

Monitor digital adoption and service performance metrics

Ensure secure and privacy-compliant digital service delivery

Case Study: Launch of a digital citizen service portal in a local government

Module 5: Performance Measurement & Monitoring

Define service-level indicators for government programs
Develop monitoring dashboards for real-time insights
Use data analytics for continuous performance evaluation

Conduct service audits to identify gaps and improvements

Report performance metrics to stakeholders and decision-makers

Case Study: Establishing a performance monitoring system for tax services

Module 6: Workflow Optimization Techniques

Map internal processes to identify inefficiencies
Apply lean principles to reduce delays and errors
Redesign workflows to enhance cross-department collaboration

Implement standardized procedures and best practices

Monitor the impact of workflow improvements on service delivery
Case Study: Workflow redesign for faster permit approvals

Module 7: Inclusive and Equitable Service Design

Assess equity and accessibility in service delivery

Design services to reach marginalized and vulnerable groups
Incorporate gender and diversity considerations

Monitor equity metrics to measure impact and improvement
Adapt policies to ensure broad citizen participation

Case Study: Inclusive service design for social welfare programs

Module 8: Citizen Feedback & Engagement Mechanisms

Develop feedback channels for citizens (digital and offline)

Implement participatory approaches in service improvement

Collect and analyze feedback for actionable insights

Foster two-way communication between government and citizens

Integrate feedback into iterative service redesign

Case Study: Participatory budgeting and citizen feedback in municipal services



Module 9: Risk Management in Service Delivery

Identify operational and compliance risks

Assess probability and impact of service failures

Develop mitigation and contingency plans

Integrate risk management into daily operations

Monitor risk indicators and adjust service processes accordingly
Case Study: Risk mitigation in licensing and permit services

Module 10: Governance & Accountability Frameworks

Establish roles and responsibilities for service delivery

Align governance structures with policy objectives

Monitor compliance with service standards and regulations

Implement accountability mechanisms for staff performance

Foster transparency and ethical practices in service delivery

Case Study: Governance reform improving transparency in local services

Module 11: Policy Integration & Strategic Planning

Align service design with national policy goals

Translate policies into actionable service delivery plans

Conduct impact assessments to ensure policy effectiveness
Monitor policy outcomes through citizen-centric metrics

Adjust strategies based on evaluation and feedback

Case Study: Policy-driven improvements in social service delivery

Module 12: Public-Private Partnerships in Service Delivery

Explore partnership models to enhance service coverage
Establish contracts, MOUSs, and performance agreements
Monitor partner performance and accountability

Leverage private sector resources to optimize service outcomes
Manage risks and ensure quality standards in partnerships
Case Study: PPP for improving urban transportation services

Module 13: Technology & Innovation in Public Services

o Apply emerging technologies to enhance citizen experiences
o Implement Al, mobile apps, and digital platforms for efficiency
¢ Innovate service channels to meet evolving citizen needs



e Monitor technology adoption and service quality metrics
e Ensure security, privacy, and ethical standards in technology use
e Case Study: Al-enabled chatbots for government service support

Module 14: Continuous Improvement & Lean Government Practices

Establish mechanisms for ongoing process improvement

Apply lean and agile methodologies to public services

Monitor performance and implement iterative refinements

Foster a culture of innovation and accountability

Use benchmarking to compare service performance across regions
Case Study: Lean government initiatives in citizen complaint resolution

Module 15: Scaling & Institutionalizing Service Excellence

Develop strategies to scale successful service models

Institutionalize service standards across departments

Build capacity for sustainable service delivery

Align resources and governance for long-term impact

Monitor institutionalization progress and adjust plans

Case Study: Scaling service excellence across regional government offices

Training Methodology

Instructor-led presentations and conceptual briefings

Hands-on workshops and practical exercises for service design
Group discussions and peer learning activities

Case study analysis and real-life scenario simulations

Tools, templates, and dashboards for implementation and monitoring
Action planning and facilitated feedback for continuous improvement

Register as a group from 3 participants for a Discount

Send us an email: info@fineskilltrainingcenter.com or call +254769199797

Certification

Upon successful completion of this training, participants will be issued with a globally- recognized certificate.

Tailor-Made Course

We also offer tailor-made courses based on your needs.

Key Notes


mailto:info@fineskilltrainingcenter.com

a. The participant must be conversant with English.

b. Upon completion of training the participant will be issued with an Authorized Training Certificate

c. Course duration is flexible and the contents can be modified to fit any number of days.

d. The course fee includes facilitation training materials, 2 coffee breaks, buffet lunch and A Certificate upon
successful completion of Training.

e. One-year post-training support Consultation and Coaching provided after the course.

f. Payment should be done at least a week before commence of the training, to FINESKILL TRAINING
CENTER account, as indicated in the invoice so as to enable us prepare better for you.

Upcoming Scheduled Sessions

Start Date End Date Location

10 Aug 2026 21 Aug 2026 Online $2,200
17 Aug 2026 28 Aug 2026 Online $2,200
24 Aug 2026 04 Sep 2026 Online $2,200
31 Aug 2026 11 Sep 2026 Online $2,200
07 Sep 2026 18 Sep 2026 Online $2,200
14 Sep 2026 25 Sep 2026 Online $2,200
21 Sep 2026 02 Oct 2026 Online $2,200
28 Sep 2026 09 Oct 2026 Online $2,200

Ready to enroll or request a customized program? Book online or contact us:

Register Online Now

Email: info@fineskilltrainingcenter.com | Website: www.fineskilltrainingcenter.com


https://www.fineskilltrainingcenter.com/courses/e-government-services-design-delivery-training-course

