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OPENING REMARKS

H.E. Mrs. Najla Riachi

Minister of State for Administrative 
Reform
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WORKSHOP SERIES 

June 2024 July 2024 January 2025
February - April 2025 

(tentative)

• Digital ID
• E-Signature

• E-Government
• Data Hosting/Cloud

• Service Digitalization • Cybersecurity
• Presentation of DTS 

Implementation 
Roadmap

6

• Data hosting options for Lebanon:
data classification, cost efficiency, security, 
and sustainability

THE FIRST WORKSHOPS FOCUSED ON THE FOUNDATIONAL ELEMENTS ESSENTIAL TO DRIVING 
LEBANON'S DIGITAL TRANSFORMATION

• Use cases: civil status, tax, real estate, 
notary services, and financial services

• Governance, institutional oversight, and 
data protection

• Governance model from other countries

• Use cases: justice, education, healthcare, 
telecom, and financial services

• Financing, operational, and governance 
models for sustainable implementation

• Implementation models from other 
countries

Workshop 1 (June 2024) Workshop 2 (July 2024) 
• Global e-government frameworks, roles 

and responsibilities 

• Need for coordinated model with shared 
platforms

• OMSAR's role in leading and coordinating 
cross-government efforts

DAY 1:
Digital ID

DAY 2:
E-Signature

DAY 1:
E-Government 
Architecture

DAY 2:
Data Hosting 
Strategies

Summaries and slides: 
https://bit.ly/3XH4P43
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OVERVIEW AND OBJECTIVES OF WORKSHOP 3

8

WHAT TO EXPECT TODAY

A. Introduction

9:20 – 9:50
9:50 – 10:30

• Overview of service digitalization
• Importance of user-centered design and business process reengineering

10:30 – 10:45Coffee break

10:45 – 11:30B. User centricity

11:30 – 11:45C. The software development cycle

11:45 – 12:30D. Panel: sectoral service digitalization in Lebanon

12:30 – 12:45E. Digital identification as an enabler of service digitalization

12:45 – 14:00Lunch break

14:00 – 14:30F. Global service digitalization success stories

14:30 – 15:00G. Lebanon's service digitalization wishlist

15:00 – 15:15H. Chat with senior expert on service digitalization

15:15 – 15:30Coffee break

15:30 – 16:15I. The way forward 

16:15 – 16:30Wrap-Up and Closing Remarks
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RULES OF ENGAGEMENT FOR A PRODUCTIVE WORKSHOP ENVIRONMENT

Time Management

Active 
Participation

Use of Technology

Collaboration Open Communication 
Channels

Feedback

10

A. INTRODUCTION TO SERVICE 
DIGITALIZATION

9
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THE ROLE OF DIGITAL IN BUILDING RESILIENCE IN TIMES OF CRISIS

Resilience

Remote access enables government 
to continue functioning effectively

Continuity of essential digital 
services ensures societal 
stability during and after crises

Secure hosting for critical services 
ensures continuity during physical 

infrastructure disruptions

Mitigating the human impact 
through subsidies and relief 

resources during crises 

12

SERVICE DIGITALIZATION: TRANSFORMING SERVICES TO BE FASTER, SIMPLER, AND MORE PRODUCTIVE

DIGITIZATION DIGITALIZATION 

Analog to digital • Transform processes 
through digital technology 

• Faster, simpler, safer 
services

• Consistent across 
government

Using digital technologies to transform service delivery for citizens and enabling 
efficiencies and sustainability for government.DEFINITION

Source: Roland Berger
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FIX TRANSACTIONS, NOT WEBSITES

“Digital services so 
good that people 
prefer to use 
them.”

• Be consistent: maintain a clear, easy-to-
navigate and welcoming gateway to 
government

• Challenge existing processes: simplify, look for 
efficiencies, and listen to users

• Think whole of government: build common 
platforms to help ministries make better digital 
services

The challenge is service transformation, not website redesign

Source: Roland Berger
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BUSINESS PROCESS RE-ENGINEERING  - CHALLENGING EXISTING PRACTICES

“To achieve digital 
transformation, 
not only do you 
need to transform 
services, but also 
how they are 
delivered.”

• Focus on the real customers of services and 
their specific needs

• Fix existing processes or replace them if they 
do not deliver on user needs

• Services are not just the interface with the 
public: consider fulfilment, backend 
processing, integration with other agencies, 
etc.

Digitalizing bad processes just makes things worse

Source: Roland Berger
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UK NATIONAL HEALTH SERVICE – REDUCING THE STRAIN ON HEALTHCARE FACILITIES AND  
EMPOWERING PATIENTS TO TAKE BETTER CONTROL OF THEIR HEALTH AND WELLBEING

• Online tool for people to access their health information (the NHS App)
• Access to multiple healthcare services 

• Critical tool during COVID

• Available to any registered patient 
over the age of 13

• Biometric ID verification

In 2022, 

1.8 million repeat prescriptions

130,000 GP appointments 
booked

4.8 million GP records viewed

Source: ACCESS NL, Roland Berger

Enabling safe 
access to 

sensitive data

Managing 
access to 
services

Convenience
& Trust

16

DIGITALIZATION TRANSFORMS PUBLIC SERVICES INTO EFFICIENT, TRANSPARENT, AND RESPONSIVE 
SYSTEMS THAT MEET USER DEMANDS

Streamline workflows

Enable seamless collaboration

Leverage real-time insights

Build trust through transparency

Increased efficiency & 
improved access

Whole-of-government 
approach

Data-driven decision
making

Increased 
transparency and
anti-corruption

Focus on user experience and needsUser-Centered
Services

Source: Roland Berger
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SUCCESSFUL DIGITALIZATION REQUIRES A HOLISTIC APPROACH TO ENSURE SUSTAINABLE AND 
EFFECTIVE DIGITAL TRANSFORMATION

Digital Skills
and Capacity Building

Data Governance
and Cybersecurity

User-Centric Design
and Accessibility

Strong Leadership
and Clear Governance

Robust & Resilient
Digital Infrastructure

Legal and Regulatory 
Frameworks

Zoom in 
next slides

Source: Roland Berger

18

INTRODUCTION TO BUSINESS PROCESS REENGINEERING (BPR), OPTIMIZING PROCESSES FOR BETTER 
PUBLIC-SERVICE DELIVERY

Reduces bottlenecks 
and enhances service 

efficiency

Improves cross-
department 
collaboration

Simplifies and 
automates manual tasks

Increased 
Automation

Process 
Streamlining

BPR is a strategic approach that focuses on redesigning workflows and processes within 
an organization to optimize performance, efficiency, and service deliveryDEFINITION

Enhanced 
Collaboration

17
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GOVERNMENT SERVICES IN ESTONIA WERE FRAGMENTED ACROSS VARIOUS MINISTRIES AND 
DEPARTMENTS, AND CITIZENS HAD TO ENGAGE WITH DIFFERENT AGENCIES SEPARATELY TO 
COMPLETE TASKS – BPR IMPLEMENTATION CHANGED THAT 

Impact
99% of government services 
are now available online

Solution
Introduction of the X-Road platform 

allowed seamless data sharing and 
communication between agencies

Outcome 
Reduced service delivery times

20

IN RWANDA, ACCESS TO ESSENTIAL GOVERNMENT SERVICES SUCH AS CIVIL REGISTRATION, LAND 
TRANSFER, AND TAXATION WAS CUMBERSOME AND MANUAL, LEADING TO LONG DELAYS 
– BPR IMPLEMENTATION CHANGED THAT 

Impact
By 2021, 100 services online,
5 million users

Solution 
Irembo simplified complex processes 

Outcome
Significant reduction in processing 

times—from days to hours

19
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WHAT IS USER-CENTERED DESIGN?

An approach that places users’ needs, behaviors, and goals at the center of the design 
process, ensuring services are tailored to their experiencesDEFINITION

Source: Roland Berger

Focus on Users

Accessibility

Iterative Design

Empathy

User-
Centered 

Design 

22

KEY UI/UX PRINCIPLES FOR DIGITAL PUBLIC SERVICES: DIGID, GATEWAY TO ESSENTIAL SERVICES

• Easy to navigate
• Avoids information overload

• Minimalist design

• Guided navigation

• User-friendly language

In 2022, 

16.5 million authenticated 
their identities

557 million authentications

Source: ACCESS NL, Roland Berger

Clear action 
buttons

Multiple login 
methods

Simple
Call-to-Action

Simplicity
& Clarity 

21
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KEY UI/UX PRINCIPLES FOR DIGITAL PUBLIC SERVICES: E-CITIZEN AS A ONE-STOP DIGITAL PLATFORM

Source: Nairobi Business Monthly, Roland Berger

• Unified design

• Single account management

• Cross-service functionality

13 million users

30 million by end-2024

Navigation 
bar standardized 
across all pages  

Uniform design of 
service icons and 
consistent visual style 
across services  

Consistency

• Ensure uniformity across platforms
• Standardize interactions

24

KEY UI/UX PRINCIPLES FOR DIGITAL PUBLIC SERVICES: GHANA.GOV

Source: World Bank, Roland Berger

Mobile-first 
design

• Prioritize mobile access

• Mobile simplicity

• Responsive design

• Optimized for low-
bandwidth connections

2 million 
transactions
60% on mobile phones 

Intuitive design 
and reduced 
information 
overload

Simple, drop-
down 
navigation

23
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KEY UI/UX PRINCIPLES FOR DIGITAL PUBLIC SERVICES: ESTONIAN E-RESIDENCY APPLICATION

Source: Exiap, Global Estonian, Roland Berger

Feedback & 
Responsive-

ness

• Provides real-time feedback
• Error recovery

• Real-time feedback and 
notifications 

• Progress indicators 

80,000 e-residents from 
170 countries have signed up 
for Estonian e-Residency

Real-time progress and 
status indicators

Accessible & 
responsive design

26

KEY BUSINESS PROCESS PRINCIPLES FOR DIGITAL PUBLIC SERVICES: FRANCE CONNECT ENABLES USERS 
TO ACCESS MULTIPLE SERVICES WITH A SINGLE, SECURE LOGIN

Source: Numerique.gouv.fr , Roland Berger

Security and 
Trust

• Design with security in mind
• Transparency

• Multi-step registration with one-time 
password (OTP) verification

• Secure username and password 
• Simple user experience

30 million users

Multiple trusted 
access points
with multi-
factor 
authentication

25
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KEY BUSINESS PROCESS PRINCIPLES FOR DIGITAL PUBLIC SERVICES: BORGER.DK AND CONTINUOUS 
IMPROVEMENT THROUGH FEEDBACK, TESTING, AND ITERATION

Source: Denmark Agency for Digital Government, Roland Berger

User Testing 
& Iteration

• Test with real users
• Iterate based on feedback

• Mechanisms for gathering 
user feedback 

• Iterative design sprints

• Evidence-based iteration

4 million active users
85% satisfaction

After testing,  design team changed colors and 
increased button size

1

Login & 
Authentication
Confusing error 

messages  Clear 
messages with 

guidance

2

Service Selection
Complex dropdown 

menus  filter 
options

3

4

Payment Flow
Payment 

confirmation steps 
unclear  fewer 
steps and more 

instructions

Customer Support
Hard-to-find support; 

slow assistance 
live chat support

28

WHAT IS USER RESEARCH? 

Study of users and their behaviors, needs, and experiences interacting with digital 
servicesDEFINITION

Methods 

•Surveys

•One-on-one interviews 

•Focus groups 

•Usability testing & field studies 

•A/B testing 

Tools

•Prototypes
•Live design sessions 
•Analytics tools 
• Journey mapping 

Source: Roland Berger

27
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USER RESEARCH DRIVES ACTIONABLE IMPROVEMENTS, MAKING DIGITAL SERVICES MORE EFFECTIVE 
AND WIDELY ADOPTED

Action

Example

Results

Discover User Pain 
Points

Simplify User 
Flows

Complaints about 
slow service led 
to high-speed 

server and faster 
response times

Estonia’s e-Residency 
application reduced 
steps from 12 to 6

Rwanda’s Irembo
implemented text-to-
speech and simplified 
navigation after user 

testing showed access 
gaps in rural areas

South Africa’s SARS 
eFiling introduced live 

chat after feedback 
indicated difficulty in 

finding support

Estonia’s Police and 
Border Guard e-

service provides step-
by-step tracking of 
residence permit 
applications, with 

visible status updates

Reduced user 
complaints by 30%

Drop-off rates fell by 
40%

15% rise in rural user 
engagement

20% increase in 
successful filings after 
live chat deployment

85% of users feeling 
more confident using 
the system

Source: Dalberg, Roland Berger

Test for 
Accessibility

Iterate Based on 
Feedback Build Trust

30

B. USER CENTRICITY (EXAMPLES)

29
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AMAZON
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HOME DEPOT
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DISCORD
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WALKTHROUGH OF
LEBANESE GOVERNMENT WEBSITES
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TO SUMMARIZE, CRITERIA THAT MAKE UI LOOK GREAT

Source: Interaction Design Foundation
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C. SOFTWARE DEVELOPMENT LIFECYCLE

41
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OVERVIEW OF THE SOFTWARE DEVELOPMENT LIFECYCLE

Requirements 
gathering & analysis

System design Implementation Testing Deployment Maintenance

Objective

Activities

Output

What software must 
achieve

Create system 
architecture based 
on requirements

Design to code Bug resolution Go live Monitor

Interview, survey 
meetings stakeholders

High-level & 
detailed design

Coding Unit/integration 
/system/ 

acceptance testing

Installation, 
migration of data, 

deployment 
verification

Bug fixes, 
upgrades, 

performance 
tuning

Requirement 
specifications

System design 
documents, 

diagrams

Source code Test plans, test 
cases, bug reports

Application in live 
environment

Updated and 
optimized 
software

44

ESTABLISHING A STRUCTURED QUALITY ASSURANCE PROCESS ENSURES THAT DIGITAL SERVICES MEET 
USER EXPECTATIONS AND REMAIN RELIABLE

Automated testing toolsEarly user engagement

Unit testing, integration testing, 
and user acceptance testing (UAT) 

43
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CONTINUOUS MONITORING IDENTIFIES ISSUES IN REAL-TIME AND PREVENTS DOWNTIME, ENSURING 
THAT SERVICES ARE ALWAYS ACCESSIBLE

Performance
Measure response times, server 

load, and application performance

User feedback loops
to quickly address pain points

Security
Automated tools for intrusion 

and anomaly detection, 
vulnerability scanning

46

CONTINUOUS MONITORING AND QUALITY ASSURANCE: KEY METRICS TO TRACK

Bug resolution time

User satisfaction scores

System uptime

Compliance audits

45
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AGILE METHODOLOGIES ARE BEING INCREASINGLY ADOPTED TO MODERNIZE SERVICE DELIVERY AND 
MANAGE LARGE-SCALE DIGITAL TRANSFORMATION INITIATIVES

An iterative approach to project management and software development that prioritizes 
flexibility, continuous feedback, and collaboration. 

DEFINITION

• User research 
• Policy requirements
• Initial service designs

Plan Design Launch

• User-centric services
• Scalable digital platforms
• Improved citizen 

satisfaction

48

D. SECTORAL SERVICE DIGITALIZATION IN 
LEBANON (PANEL)

47
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Mr. Rayan Halawi
Senior ICT Advisor

Ministry of Education and 
Higher Education

OVERVIEW AND KEY LEARNINGS OF SECTORAL DIGITALIZATION EFFORTS IN LEBANON

Ms. Lina Abou Mrad
National E-Health 
Program Director

Ministry of Public Health

Mr. Ziad Maadarani
Former IT Manager

Ministry of Finance

50

E. DIGITAL IDENTIFICATION AS AN ENABLER 
OF SERVICE DIGITALIZATION 

Mr. Georges Bechara

Director of National ID Cards Department
Ministry of Interior and Municipalities
Directorate General of Civil Status

49
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A digital version of one's personal identity that securely verifies it

How it works
• Biometric data, fingerprints, facial recognition, etc.

• Physical smart ID card linked to legal identity (birth record), to be digitalized and linked to ID card
for added security

• Secure online and offline authentication

Purpose
• Secure access to government and private-sector digital services and platforms

WHAT IS DIGITAL ID?

52

HOW CAN DIGITAL ID BE USED?

Sharing data

Uniquely link records 
across databases

Verifying data

If specific ID attributes 
match authoritative source

(spelling and 
transliteration)

Verifying IDs

Check if credential
is genuine and valid

Authentication

Securely verify identity of 
citizens when they access 

services

51
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For government services:
• Faster, more convenient access to healthcare, social security, tax services, and voting

• Reduced bureaucracy and wait times 

• Prevent fraud and duplicate registrations for subsidies and social programs

For private-sector services:
• Simplified Know Your Customer (KYC) processes for banks

• Easier authentication for telecom and financial transactions

• Better digital financial inclusion

HOW DOES DIGITAL ID IMPROVE PEOPLES' LIVES?

54

BENEFITS OF DIGITAL ID

Biometric and advanced technologies to secure authentication, enabling data 
sharing safely across entities.

Combat identity fraud and theft

Security and privacy 

Streamline access to essential services (healthcare, banking, education)

Eliminate repetitive identification steps for users
Secure online transactions

Single ID for multiple services – no need to carry multiple physical documents

Allows quick, seamless access to digital platforms and services
Convenience

Helps attract investment and boost innovation and entrepreneurship

Enables diaspora to participate in daily economic activities
Economic growth

53
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Step 1: Obtain a Modern ID Card
• Enroll at designated centers that collect biometric data (fingerprints, facial scans).

• Securely receive polycarbonate smart ID card with embedded chip.

Step 2: Digital ID Activation
• Download official digital ID app on your smartphone or visit an in-person enrollment center.

• Scan the QR code that is on your modern ID card.

• Complete biometric verification to activate your digital ID.

Step 3: Use Digital ID
• Access online services by verifying your identity using your digital ID.

• Opportunity to issue Digital ID as a verifiable credential to a digital wallet.

HOW TO APPLY FOR A DIGITAL ID

56

KEY CONSIDERATIONS FOR DIGITAL ID

MitigationsRisks

End-to-end encryption of all stored and transmitted data
Regular security audits and vulnerability assessments to ensure system integrity
User-centered design puts control of data in the hands of citizens

Data breaching attempts 

Maintenance for upgrades as threats emerge
Ensure system financial sustainability to allow security-related maintenance to be 
carried out

Evolving technology and threat 
landscape

Role-based access controls to prevent unauthorized use
Monitoring and audit logs for all data access
Aligned with Lebanese and international data protection norms

Misuse of data for unintended 
purposes

Targeted telecom investments and device subsidies
Support alternatives to smart phones to give citizens flexibility and choice

People without access to 
technology/internet may be 

excluded
Digital literacy programs.
Maintain parallel in-person option (e.g., for elders)
User-centered design

Lack of digital knowledge and tools

55
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Phase 1: Planning 
and Design (Months 

1-3)

Stakeholder 
engagement and 

steering committee 
formation

Define objectives, 
requirements, and 

plan

Define risks and 
mitigation measures

Establish a legal 
framework for data 
protection and user 

privacy

Phase 2: 
Infrastructure 
Development 
(Months 4-6)

Build secure database to 
manage biometric and 

personal data

Develop software and 
APIs for integrating 

digital ID into govt and 
private-sector systems

Draft legislation and 
regulations

Phase 3: Pilot Testing 
(Months 7-9)

Conduct pilot 
rollouts for modern 

ID issuance and 
digital ID generation

Gather feedback 
and refine 
processes

Conduct public 
awareness 

campaigns about 
benefits and usage

Phase 4: Full-Scale 
Enrollment and 

Issuance (Months 
10-18)

Launch mass 
enrollment at centers 

nationwide

Public awareness 
campaigns and media 

outreach

Phase 5: System 
Monitoring & 

Upgrades (Ongoing)

Continuous system 
audits, performance 

monitoring, and 
citizen feedback

Regular updates to 
scale infrastructure 

and enhance 
security

NEXT STEPS AND IMPLEMENTATION TIMELINE

58

F. GLOBAL SUCCESS STORIES 
AROUND SERVICE DIGITALIZATION 

57
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DIIA APPLICATION, STREAMLINING ESSENTIAL 
SERVICES AND SUPPORTING UKRAINIANS

60

DIIA (ДІЯ), SHORT FOR "ACTION", OFTEN REFERRED TO AS THE “STATE IN A SMARTPHONE”, IS 
UKRAINE’S DIGITAL PLATFORM PROVIDING ONLINE ACCESS TO OVER 70 GOVERNMENT SERVICES

Source: Ministry of Digital Transformation of Ukraine, desk research, Roland Berger

2022

2021

2020

2019

Expanded features to 
support citizens during the 
war (incl. document 
recovery, financial aid…)

Conceptualization 
under the Ministry of 
Digital Transformation

Introduction of “Paperless” 
system — digital documents 
legally equivalent to physical 
documents

Launch (mobile 
app and portal)

War impact

59
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DIIA INTEGRATES A WIDE VARIETY OF ESSENTIAL SERVICES, RANGING FROM DIGITAL IDENTITY TO 
FINANCIAL AID AND HEALTHCARE, INTO A UNIFIED SYSTEM

Financial aid services for property 
damage and war-related losses

Payment services(incl. Bond 
purchasing)

Family and life-event services

Online business registration, 
liquidation, and other changes

Healthcare services – via 3rd parties 
resources integrated in government IT 
system

Court and legal services (incl. 
Online trials)

Various industry-specific permits and 
licenses

Digital identity and documents

Source: Desk research, Roland Berger

62

DIIA WAS CRITICAL TO UKRAINE, AS THE DIGITAL PLATFORM THAT PROVIDED CONTINUITY FOR 
GOVERNMENT SERVICES DURING CRISES

Open-source developmentDigitization of vital documents & 
services

Service delivery through 3rd-party 
resources integrated in government 
IT systems

Financial inclusion through digital 
payments

Source: Desk research, Roland Berger
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WITH OVER 19 MILLION USERS, DIIA WAS CRITICAL IN UKRAINE RANKING 5TH GLOBALLY IN DIGITAL 
PUBLIC SERVICES DEVELOPMENT AS OF 2023 AND DESPITE THE CRISIS 

85%

19
Million users

70 services

5th

Satisfaction rate 
from citizens using 
Diia

Over 70 government services 
provided online through Diia

19 million users (half the adult population) 
– including 16 million active users

Ukraine ‘s global 
position in Digital 
Public Services 
Development as of 
2023 (ranking by 
United Nations)

Source: USAID,  IT World Canada , Roland Berger

64

GABON’S FISCAL DIGITAL 
TRANSFORMATION CASE STUDY

63
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Source: Roland Berger

Provider of Public Financial Management COTS
software solutions, we implement our solutions in
financial government sector.

We leverage our SmartFinance solution for the development of our
clients' tools. IKA products are currently dedicated to the following
sectors:

• Tax administration

• Customs Authority

• Expenditures, Treasury, and Public Accounting

• Procurement

• Social security

ABOUT IKA TECHNOLOGY (FRANCE)

66
Source: Roland Berger

Main challenges faced by the 
Gabonese Tax Administration

• Aging software

• Internally developed tool

• Significant technical debt

• Technological obsolescence

The Gabonese Tax Administration wanted 
to switch to a turnkey software solution 
and launch an international RFP

Ika technology's success factors 

• Successful similar experiences in 
countries with similar GDP (21 B $)

• Demonstrations of key software 
features in the early stages of the 
project

• COTS with stage of the art technology
and highly customizable tool

• Short implementation timelines

OVERVIEW OF GABON TAX DIGITALIZATION PROJECT

65
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APPROACH TO IMPLEMENTATION

Source: Roland Berger

Start with the 
existing SmartTax 

by ika software

Configure the 
solution

Establish 
interconnections with 

partners for data 
exchange

Carry out additional 
developments

Ultimately, 100% of the Gabonese tax administration's needs are covered. 

A software package can perfectly adapt to national and local challenges.

OVERVIEW OF GABON TAX DIGITALIZATION PROJECT

68
Source: Roland Berger

OVERVIEW OF GABON TAX DIGITALIZATION PROJECT

Go-live of the new system within 12 months

Tax revenues increased within the first 3 months (+50% compared to 
objectives)

High level of satisfaction of both internal and external users (eTax for taxpayers
is mandatory)

Implementation of a new form of governance within the tax administration, 
focused on product and data management

Benefits and results

67
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TELECONSULTATION EXPANSION IN FRANCE 
DURING COVID-19

70

TELECONSULTATION ALLOWED HEALTHCARE PROFESSIONALS TO CONSULT WITH PATIENTS REMOTELY, 
ENSURING CONTINUITY OF CARE WITHOUT THE NEED FOR IN-PERSON VISITS DURING THE PANDEMIC

2022 
onwards

2020-
2021

Feb. -
Apr. 

2020

Pre-
COVID

Usage remains in practice, 
constituting 3.7% of GP 
activity in 2021

Less than 5% of general 
practitioners (GPs) offered 
teleconsultation

Number of reimbursed 
teleconsultations soared 
from 40,000 in February to 
4.5 million in April

Continued high usage with 13.5 
million teleconsultations in 
2020 and 9.4 million in 2021

COVID

69
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TO ENSURE THE WIDESPREAD ADOPTION OF TELEMEDICINE AND REVOLUTIONIZE HEALTHCARE 
ACCESS, THREE ESSENTIAL TOOLS MUST BE IN PLACE

Secure document 
sharing between 

patients and 
healthcare providers

Online appointment 
scheduling and 
payment processing

Video conferencing platforms 
(Doctolib, Qare, Tessan)

72

THE SUCCESS OF TELECONSULTATION HINGES ON BROAD PROVIDER ADOPTION, SEAMLESS 
INTEGRATION OF EFFECTIVE TOOLS, AND UNWAVERING GOVERNMENT SUPPORT

Wide adoption 
by healthcare 

providers

Leveraging 
existing tools

By 2020, ~75% of 
French GPs had 

integrated 
teleconsultation

The use of both general 
(e.g., Skype, WhatsApp) and 
specialized platforms (e.g., 
Doctolib) supported service 

delivery Lesson

Government 
support and 

reimbursement

71
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THE NUMBER OF TELECONSULTATIONS SKYROCKETED IN 2020, EXPERIENCING A 100-FOLD SURGE 
BETWEEN FEBRUARY AND APRIL

Feb. 2020

40,000 consultations

Apr. 2020

4.5 m consultations

2019

80,000 consultations

2020

13.5 m teleconsultations

100x growth

2020 zoom

74

G. EXPERT INSIGHTS AND Q&A AROUND 
SERVICE DIGITALIZATION
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I. THE WAY FORWARD FOR LEBANON

76

Lebanon Digital Transformation Strategy

2020 - 2030

Thank you
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