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Introduction 
Public administration in the digital age represents a major shift. It is the 

result of governments obligations to address the evolving global trends, new 
political, demographic, technological, economic changes and citizen’s 
expectations and demands from their governments. Thus, traditional public 
administration needs to adjust to emerging and future needs of society, the 
impact of global trends such as globalization, climate change and Covid 19 
pandemics through innovation in the processes, the scrutiny of the raison 
d’être of the public sector, data collection and analysis, recruitment, training 
of government employees, decision-making process, and new ways of 
interacting with citizens and civil society. Now a day, digital technology 
impacts every aspect of life with the broad usage of mobiles, social platforms, 
Cloud, the Internet of Things, robotics, and artificial intelligence. The public 
sector needs urgently to keep up with innovation or risk being left behind by 
the current trends and rapidly development technologies. The main driver of 
change is the Internet and digital transformation. Almost, everything is now 
connected to the web, every piece of data can be stored on a virtual medium, 
and retrieved immediately. Citizens and users can receive real time data 
about almost anything they want to search using their smartphones and their 
personal profiles on different sites and search engines. In fact, this digital era 
requires a change in the ways to conduct the public service, a reorganization 
of public administration management, recruitment, training, budgeting, 
legislating, and a cultural and mind set change. Thus, this digital age and 
innovation calls for paradigms change. 

Innovation and digital age 
The accelerated trend towards digitalization was mainly the result of the 

pandemic that hit the world in the last three years. The covid-19 outbreak 
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obliged both public and private sectors to speed up their pace into online 
work in order to control the virus spread and protect their citizens, and keep 
their professional activity running at the same time. Thus, online platforms 
were widely used by governments in order to collect, analyze and use covid-
19 data to act through public health authorities supported by police force to 
bring to an end to the surge of this virus. Other government services were 
obliged to operate remotely, such as public schools and universities that 
switched into online learning. Moreover, in some countries, all public services 
such courts were digitalized, through replacing official paperwork by online 
delivery. 

Yet, this innovation in public services is not limited to digital change but 
encompasses the introduction of new features into public services in the form 
of new knowledge, new structures, and new management styles. As a result, 
innovation represents a break with the past in terms of processes, the 
acceptance of revolutionary and unprecedented new technologies specially 
the digital ones, the creation of new services, and the introduction of new 
concepts to boost efficiency and effectiveness to improve citizen’s 
satisfaction. These factors of discontinuity lead to a paradigm shift as 
innovation and digital technologies brings along new ways of operating in 
public administration. These paradigms are translated into new concepts, 
new operational methods, new management tools, new goals, new values, 
and processes aiming to better service citizens. In fact, the key difference 
between change and innovation is that change is the difference in a state of 
affairs related to different points of time whereas innovation is something 
original and new, being introduced to a field of activity. 

Clearly, innovation is needed in the public sector. One of the major 
objectives is the replacement of rigid and tight legacy systems with modern 
digital technology. Many governments and local authorities are already 
connected to the Internet. They are adopting platforms that utilize digital 
technology i.e. specifically, Citizen Relationship Management. 1 

Citizen relationship management is a concept enabled by technologies 
closely connected to digital government. CRM is meant to improve 
relationships between citizens and public administration through online 
contacts, interactions, and dialogue between all citizens of the country and 
their government. Thus, CRM platforms are extremely useful in allowing the 
public administration to connect with their citizens. In addition, digital 
transformation allows through automation public sector employees to deliver 
automatic information to citizens.2 This is a cost effective mean that allow 
civil servants to provide better value services to their citizens. Moreover, it 
allows civil servants to focus on most important tasks and more importantly 
receive relevant information through data-driven insights and various tools 

                                        
1 Alexander Schellong, CRM in the public sector: Toward a conceptual research framework, 
http://dl.acm,doi,pdf, accessed on April 23, 2022. 
2 Sian Herbert, Automations of government processes, Helpdesk Report, University of 
Birmingham , 2019. 

http://dl.acm,doi,pdf/
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that will help them to carry out those tasks much more effectively. In addition, 
self-service portals and utility applications allow citizens to contact online 
public agencies and public local authorities to present their requests. 
Furthermore, Citizen Relationship Management platforms help public 
agencies to quickly and easily create and customize their own applications, 
allowing for complete personalized citizen portals. 

Aside from self-service portals, the public sector can also use CRM 
platforms to better serve citizens using case management tools. These tools 
allow civil servants to answer citizens requests more rapidly through 
automatic labeling and instant access to relevant information. Once again, 
data analysis provides useful and relevant insights that help deal with 
problems before they arise. 

Thus, CRM innovative technology allows the public sector to better deal 
with all community requests, improve the relationships between government 
and the overall public, upgrade government capability, and develop quality 
and courteous contacts with citizens.  

Government role in managing global trends challenges 
The world is witnessing dramatic changes. Thus, today’s major global 

trends are: Climate change and environmental challenges, epidemic threats 
such as Covid 19, economic and political power shift, global socioeconomic 
difficulties, demographic shifts, the slowed global economic recovery, and 
changes in society, culture, and the workplace. In addition, the universal 
spread of information and technology has brought significant changes in the 
global innovation scene. Globalization has radically altered economies, 
cultures, and the natural environment in recent decades, owing to rapid 
technological advancements and increasing mobility of commodities, 
services, capital, and labor. It has also made our world more interconnected 
than ever before. In addition, in recent years, globalization has come under 
scrutiny, with citizens becoming increasingly dissatisfied with the unequal 
distribution of its benefits 

Additionally, climate change is currently one of the most pressing issues 
in our societies. The concentration of greenhouse gases in the atmosphere 
has risen dramatically in the previous 150 years, particularly carbon dioxide, 
methane, and nitrous oxide. The result is a rise in global average 
temperature. In order to minimize emissions and foster technological 
innovation, rigorous mandatory regulations are essential. Thus, innovation 
and the achievement of environmental quality goals has become a rising 
focus requiring a major role of public administration to infuse sustainable and 
friendly policies in the energy sector and in all aspects of industrial, 
agricultural, and services sectors. 

 Also, working conditions are changing due to the online digital 
technology. Currently, one out of every five employees in the world currently 
works remotely at least on part time basis as organizational structures grow 
more flexible and a high careers mobility. 

As a result of the Covid 29 epidemic, there is an increase of pressure on 
government to provide healthcare, energy, raw material, agricultural 
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products, water, and emergency services that are in high demand. 
Government are called upon to deal with these demands that the private 
sector is unable to provide. Thus, there is a need to reimagine and remodel 
the public service. 

In order to improve the government performance in facing and managing 
global trends, the public administration should reshape its rules such as its 
formal laws, administrative procedures, and organizational structures that 
govern the activities of public officials. Public managers should acquire 
greater freedom to engage in performance management more effectively, 
develop competition, choice and incentives, perform on demand, involve 
people, leverage networks and partnerships, reduce obstructions and 
barriers, change civil service processes, procurement techniques, budgeting 
and financial management, abandon uniform rules in favor of allowing public 
agencies greater managerial flexibility through made to order operating 
procedures and service delivery practices to improve and achieve better 
public administration results. On the other hand, in return of giving public 
administrators more managerial flexibility by liberating them from central 
agencies' and restrictions on inputs and operational processes there is need 
to establish clear goals and results to be achieved by public administrators 
and holding them personally accountable for better performance as an 
incentive for fostering performance-based management.  

The rising use of performance management and a cost-return 
awareness in public administrations throughout the world is a crucial trend. 
Yet, this new approach performance management necessitates an accurate 
and reliable performance information system that is linked to policy making 
and to financial management. In this context, organizational performance 
management oversees the degree of success of public policies and projects 
in attaining their goals and delivering the intended outcomes.  

Also, dealing with global trends requires the creation of a competitive 
environment with a variety of options and incentives, the adoption of 
management based practices and models. This management based 
governance is composed of a number of tools, methods and incentives that 
pilot and direct public policy by incorporating some of the positive aspects of 
the private sector rules to creating competition, rather than binding and rigid 
rules, as well as incentives to achieve the required levels of performance in 
ways that are more efficient and effective than traditional methods and 
procedures. This approach was extensively used over the last years –since 
globalization-, but it has stimulated extensive ideological debate over the role 
of the state and ses nouveaux devoirs régaliens. 

An additional trend that is reshaping governments and public 
administrations is on demand driven performance -and not resources driven- 
that changes the way government policies and targets are set. This approach 
requires a change of mind set. As a matter of fact, governments are being 
challenged and pressured to measure and improve services and program 
performance. In terms of responsiveness, and due to global challenges 
governments and admit that they have failed to provide the appropriate levels 



Հանրային կառավարում 
 

  

21 

of capacity to meet demand. They recognize their duty to improve their ability 
to detect and respond to economic, social, technical, and health 
developments or crisis such as terrorism, pandemics, or other crisis. These 
factors, along with new technological capabilities and computer 
infrastructures are affecting government strategies and operations. In fact, 
these challenges necessitate a significant cultural change in mindset to allow 
a major transformation to move from routine work to an "on-demand" 
performance that includes the understanding of demand patterns, the ways 
to deal with them, more effective ways in allocating resources, and setting 
up a system of dynamic approach. 

In order to achieve such performance, non-routine capability, digital 
technology through the Internet may be used to improve and increase the 
responsiveness of governments. As a matter of fact, wireless internet 
infrastructure, laptop computers, personal digital assistants, and cellular 
phones are used to provide information and services to civil servants, 
citizens, businesses and organizations, and NGOs. Often referred to as 
mobile government, such tools and devices have the ability to speed up and 
improve public services response specially in case of emergency and public 
safety issues such as pandemic, terrorism, and natural disasters.  

Innovation in the public sector 
Public sector innovation entails essential improvements in the delivery 

of public service. Innovation relies on continuous improvements in both the 
content of these services and the instruments used in applying them in 
cooperation with the civil society. In fact, nowadays, citizens are more 
informed and have more expectations from their government, especially with 
the advancement of technology that has transformed the way citizens 
interact with their governments and made their demands more specific 
diverse, and unexpected. These increased expectations combined with the 
constant challenges in society require innovative policies and a strategic shift 
in the public sector. However, public sector innovation suffers from limitations 
due to its working environment. In fact, public sector innovation is made 
difficult and slowed down by the heavy administrative processes, and 
budgets constraints of the state, in addition to the limited knowledge and 
awareness by public servants of the full range of fast developing digital tools 
available to policy makers for speeding up innovation. 

Yet, the process of innovation is already launched and cannot be 
reversed due to the changing global trends, the challenges faced by states, 
and the unfolding managerial technique developed by the private sector use 
of digital transformation. Thus, many countries have implemented various 
approaches to adopt public-sector innovation such as: Developing national 
innovation strategies involving all public administrations as well as private 
sector stakeholders, creating structures to support individual organizations 
in their innovation process, and adopting e-government website for all their 
public agencies.  

The goal of innovation is to come up with new ideas and technologies 
that boost productivity and create more output and value from the same 
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amount of resources. New digital technologies and inventive solutions 
provide enormous opportunity for developing countries to combat disease, 
poverty, and hunger. In order to overcome their own difficulties relating to 
these themes, developed countries rely on innovation. Agricultural 
production, for example, is crucial in decreasing hunger in nations with a 
booming demography. Artificial intelligence has shown to be an effective 
means of assisting farmers by providing them with information on weather 
conditions and irrigation. Although this is only one example of how innovation 
might assist farmers to increase their food production, innovation provides a 
plethora of possibilities that can help in the reduction of poverty and hunger. 

Another example concerns the role of digital technology in dealing with 
environmental difficulties, such as climate change through the earth 
observation and the follow up on pollution indicators and threats. As a matter 
of fact, policy changes take time to take effect. Or, new and creative 
technologies are critical to our society's future. 

These digital innovative methods in service delivery include: 
− Introducing advanced technologies to meet citizen’s requests, modify 

services and decrease costs. 
− Partnerships with citizens and civil society: The partnership with 

citizens and civil society organizations in delivering public services helps to 
achieve better user satisfaction to reducing costs.  

− Partnerships with the private sector to reduce the costs of service 
delivery and provide innovative method and improving services.  

− Introduce e-Government in public administration. In fact, instead of 
waiting for a long line, citizens can process their applications through their 
laptops or application on their phone. 

− The payment online of taxes through E-Government. 
− Establishment and registration companies by submitting applications 

them on the required website. 
− Adopt online courts litigations in the justice sector. Courts that deal 

with commercial cases are now working almost exclusively online and 
remotely to accelerate the flow of legal decision. Court decisions became 
more rapid and traceable. 

− Automation governments decrease the financial crimes and open 
new opportunities for development. 

− Government spending on Research and Development in the new 
digital technologies. 

− Digital technology allows the simplifying of procedures and 
contributes to open government.  

− Making political institutions more participatory and efficient if they 
were redesigned. 

− Adoption of the policy of open government and data. 
− Using digital technologies to improve accountability, openness, and 

fairness.  
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− Adoption of new service design as a tool that can help governments 
innovate while engaging with a large number of stakeholders. 

− Adoption of new organizational charts with less hierarchy and an 
innovative approach to rethink and redesign the public sector through 
citizen’s initiatives. 

− To attract people with visionary and creative solutions. 
− Making government more inventive and competitive for the 

government destiny in not to remain permanently in deficit. 
− Develop new skills for public administrators and government 

employees promoting creativity in identifying new challenges and 
implementing innovative solutions. 

− Attract highly qualified candidates to integrate the public sector. 
− Modernizing the recruitment processes and civil service training. 
The value of data as an asset to governments  
 The huge volume of data collection, its digitalization, the rapidity to 

access information through digital technology are presenting a major 
challenge to government.  

In the traditional data collection system, the added value it gave to civil 
servants was very limited. But as data collection was digitalized, it became 
more voluminous, powerful, and strategic in the drawing of public policies 
and decision making process.  

Big data generates public value greater than ever before. For example, 
in the health care, big data collection provides precious information specially 
in critical time for patients in danger of losing their lives, enhance care 
personalization, and connect medical files from different hospitals. In 
education, teaching moved from classroom set up to online education across 
the world. In agriculture, data helps farmer in choosing their crops, the time 
and amount of irrigation, and usages of fertilizers and pesticides. Major 
advantages of big data: 

− Cost reduction specially that real-time data access permits 
organizations to make better and quicker decisions and strategic choices.  

− Improve public services and introduce necessary adjustments to their 
public policies, increase their productivity and agility, and detect fraud. 

Yet, data can create a lot of harm provoked by governments or by 
outsiders. Moreover, there are several ways in which government decisions 
about data can harm people such as: 

− Governments can use data systems in a way that carelessly and 
unintentionally harm people. 

− Governments can use data especially against groups that are 
systematically discriminated against. 

− Governments can harm people by not successfully regulating non-
government data used by actors outside the public sector. Attempts to 
mitigate the harms caused by misuse of data can themselves create harms. 
Thus, data has to be protected very seriously. Governments should be 
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worried about unauthorized access to government information systems and 
should developing their cybersecurity through the following means: 

− Develop digital security skills to prevent hackers from gaining 
unauthorized access to systems and data. 

− Help civil servant acquire a clear grasp of data ethics, especially when 
data collection and usage directly affects groups that have been victims of 
discrimination and marginalization. Digital era civil servants should be aware 
of the danger of carelessly securing systems in a way that produces new 
types of administrative burden, or inaccessibility. 

− Making sure that government data is used in ways that comply with 
policies protecting privacy. 

− Not allowing what is fundamentally government data to be owned or 
marketed by independent suppliers. 

− Checking algorithmic to guarantee that they are using biases that 
discriminate against people of different ethnic groups or other vulnerable 
communities or persons. 

− Adopt regulations to prevent people outside government from 
misusing data to harm people. 

 DEFENSE OFFENSE 
KEY OBJECTIVES Ensure data security, 

privacy, integrity, quality, 
regulatory compliance, and 
governance 

Improve competitive 
position and profitability 

CORE ACTIVITIES Optimize data extraction, 
standardization, storage, 
and access 

Optimize data analytics, 
modeling, visualization, 
transformation, and 
enrichment 

DATA-
MANAGEMENT 
ORIENTATION 

Control Flexibility 

ENABLING 
ARCHITECTURE 

SSOT 
(Single source of truth) 
Lack of talent 
 Security risks 
 Compliance 

MVOTs 
(Multiple versions of the 
truth) 
Better decision-making 
Reduce costs 
Fraud detection 
Increased productivity 
and agility 

Figure 1: The Elements of Data Strategy 
Digital transformation in the public sector 
Digital transformation in the public sector is becoming crucial day after 

day. Governments will have to speed up the process of adapting to digital 
transformation, in order to stay up to date with the changing global and 
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national trends. More importantly, it is vital for countries to go full-fledged into 
digital transformation as soon as possible, in order to avoid the total 
economic under development.  

Several countries have already adopted digital transformation as an 
integral part of their public sector development and have adopted policies for 
progressive implementation.  

Using digital transformation in the public sector will have a direct impact 
on several levels. First, digitalizing the public sector makes the processing 
time of citizens requests much faster and efficient. Second, it will resolve the 
archiving problem and move all the data from physical files to the cloud or 
servers, the scanning all the physical documents and up load them to the 
cloud or servers. Then, the data stored on systems can be retrieved for 
specific information or modelling it and making analysis. 

 Furthermore, one of the uses of digital transformation is the block chain 
technology to fight corruption, and to hold civil servants accountable.1 Thus, 
block chain technologies are changing the world with their innovative 
solutions to problems that have been faced for a long time now. Moreover, 
block chain can provide a good governance tool and is particularly suited to 
fight and track corruption. Also, it eliminates the need for intermediaries and 
discretionary powers.  

Yet, the implementation of digital transformation is a challenging 
process. First, there is a resistance from bureaucracy to adopt this new 
technology, because one of its benefits is reducing red-tape and bribery. 
Second, the country needs financial means to be able to introduce such 
technology. Third, it is important to foster the proper environment and culture 
to be able to implement such transformation. The latter might reveal to be 
tricky, especially if the presence of routine type or unqualified employees in 
the public sector.  

Moreover, digital transformation requires an enabling environment that 
has to be provided by the state. Thus, it is important to integrate digital 
transformation in the education sector starting from schools up to higher 
education. The availability of public e-services for children, families and 
community at large, including digital education, has a recognized potential to 
improve service relevance and accessibility to all.  

The enabling factors of digital transformation are:  
a- A propice environment: In every country, there should be a sufficient 

data on the use of digital services and of their impact. The population should 
also be connected to digital networks or the web. Otherwise, digitalization is 

                                        
1 Blockchain technology: It is a framework that holds public transactional records (also 
known as blocks) in many databases (also known as the "chain") in a network connected by 
peer-to-peer nodes. This type of storage is usually remarked as a 'digital ledger.' Every 
transaction in this ledger is verified and protected by the owner's digital signature, which 
verifies and secures the transaction from manipulation. It resulted that the digital ledger's data 
is highly secure. To put it another way, the digital ledger is akin to a Google spreadsheet in 
that it is shared across a network of computers and stores transactional information based on 
actual purchases. The intriguing feature is that anyone can look at the data but not change it. 
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not inclusive and may exclude large segments of the population and 
vulnerable groups such as elderly, and children. 

b- Efficiency and accountability: The Covid-19 global pandemic led to a 
fantastic acceleration of the digitization of governmental e-services through 
moving from governmental uniform and paper-back services are starting to 
become more user centered services. This digital transformation will last 
after the end of Covid 29 pandemic.  

c-Infrastructure: Digital transformation of public services is a coordinated 
initiative on national and subnational levels. It necessitates an enabling 
infrastructure including internet coverage and stable connection, proper 
equipment and trainings on digital skills.  

d-Digital inclusion: Promoting inclusive digital transformation is essential 
to achieve results. Cross-ministerial and agencies collaboration is essential 
to ensure systems’ implementation and accessibility of all member of the 
community.  

e-Dissemination: A successful digital service requires a strategic 
dissemination plan through a progressive implementation by priority of the 
targeted population or field of activity. 

Teaching public administration in the digital era government 
Digital era brings requires new management practices. In addition, it also 

creates new challenges such as privacy and cyber security as they collect 
vast amounts of data. Civil servants will need new skills to understand the 
meaning of digital transformation and its practical applications, to help their 
public services to evolve, and solve digital-era public administration 
problems.  

Public servants need to be familiar of different software’s component and 
the ones that are the most appropriate to enable them to make good choices, 
especially when procuring systems for public service, and capable to 
endorse or challenge advisors and specialist’s recommendations for 
deploying specific technologies, even when they are not themselves 
technical experts. 

In fact, bureaucrats in the Weberian public servants have been trained 
to plan their projects and budgets in clearly well-defined and delimitated 
project phases, with clear timelines and clear lines of accountability, and stick 
to these plans without any variations. This approach had the advantage of 
control, predictability, and clarity in government management and is backed 
up by specific structures and processes handled by bureaucrats and decision 
makers. This is also being in line with Max Weber bureaucratic model that 
emphasized the importance of individual public servants being assigned 
clear work packages, so that personal accountability for failure could be 
traced and sanctioned. 

These planning techniques have been the standard approach to project 
management in governments until very recently when most government 
services became critically dependent on computer software. This includes 
online services, like COVID-19 tracking applications, government websites, 
and face-to-face services and other computer tools. As a matter of fact, at 
the turn of the 20th century governments started to use digital technologies 



Հանրային կառավարում 
 

  

27 

to support the provision of all kinds of public services. Yet, these systems 
were built to operate in very controlled and constrained environments in line 
with traditional project planning mechanisms. 

But recently, citizens started to interact directly with government systems 
via the internet. Traditional software’s failed to address citizen’s expectations 
became fundamentally incompatible with the unpredictable complexities 
introduced by both complex computing systems, and by unpredictable 
human beings.  

In fact, one of the most fundamental assumptions of government project 
management is that projects are initiated, delivered and then closed. Yet, 
modern software offers much more options. Thus, a revolution in project 
management thinking started to take place within the software industry 
during the 1990s increased options, and are operate in face to face 
sequences far from routine and planned outcomes. Moreover, there is 
always the threat of obsolesce from rapidly changing digital technologies, 
and from shifting user expectations. For example, websites from 2010 are 
not fit for the smartphone users of the 2020s. This is an indicator how rapidly 
this obsolescence happens. 

This iterative approach came into conflict with traditional public service 
practices. For example, budgeting regimes will often treat the costs of public 
service improvements as something that happens within a fixed period of 
time, with a beginning and end. Shifting the norms from timid or rigid 
improvements to continuous improvement may significantly challenge 
bureaucracies that do not have up to date digital era command and 
structures.  

As a matter of fact, government services are designed in uniform way- 
as Max Weber recommends-to work for people from all background and are 
not focused always on users. Yet, people come from different contexts and 
have different needs. This is one of the reasons of the difficult to deliver good 
quality service. It is due to bureaucracy, confusing paperwork, and complex 
regulations that create inconveniences and waste the time of users of 
government services that are looking for customized services. In order to 
reduce this administrative burden policies and services should be designed 
with a 'user focus', using tools, skills and an overall attitude centered around 
understanding and meeting people's needs. 

Thus, public servants should be trained and provided with human 
centered design skills and practices to apply specific user-centered needs 
and how it will affect them to enable citizens to navigate government 
processes which are accessible, simple and integrative.  

On the other hand, civil servants shall be trained on the use of big data 
for government decisions are increasingly being made by and through 
automated systems that are based on data. Surprisingly, this data is no 
longer coming from public agencies statistical administrations but from 
computer software’s., blogs and social media. Learning to deal with this type 
of data to make better quality choices is a new skill.  

The digital era has also allowed governments to open up data in so that 
data can directly fuel technical systems operating outside government. For 
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example, government-run public transport systems now routinely open up to 
enable journey planning mobile apps to work, a form of government 
openness that has no real pre-digital equivalent.  

Thus, there is a need for adjusted training programs. Today's workforce 
operates in a citizens oriented service, goal-oriented purposes, and highly 
productive. Training programs must be adapted to specific requirements 
according to the tasks that need to be achieved. Public administrators have 
to learn in innovative ways and adapt to unexpected and evolving challenges. 
Also, training programs have to be tailored to each employee's individual 
learning goals and skill gaps. Coaching can be helpful through linking 
experienced employees with fresher team members through official or 
informal programs. Moreover, it is necessary to render government 
employees able to deal with practical challenges and real life cases and get 
continuous training in critical thinking and analysis instead of using traditional 
book learning methods, and to keep up with the quick rise of digital tools and 
other digital innovations. 

Conclusion 
Today's complicated society's face many challenges making it difficult 

for public agencies to solve in a traditional way. Governments have to 
produce positive outcomes through collaborating across public agencies, 
citizens, non-profit organizations, and the private sectors. The utilization of 
networks is a major instrument for achieving effective results. Moreover, it 
appears that having the proper personnel in the networks is more important 
than depending on traditional policy management techniques that rely more 
heavily on institutional structures, legislation, or the budget process. The 
fundamental challenge for national leaders will be to build networks and 
alliances, as policy success is increasingly reliant on the strength of 
collaboration in areas as diverse as homeland security, job training, and 
poverty reduction. if not impossible. Digital age technologies allow senior 
public servants to structure, analyze, and evaluate vast amounts of data, 
create better public service, and make design tools more efficient, operate 
under greater flexibility, reduce time to make decision, allow a better 
understanding of customer behavior, reach more citizens, and increase their 
involvement in the democratic processes. Other benefits of digital 
transformation come from the emergence of synergies between different 
subsystems, which lead to the creation of added value for citizens. At the 
same time, digitalization is the source of challenges, including rising 
unemployment, digital inequality in different countries and regions, 
discrimination against vulnerable groups, the emergence and intensification 
of cybercrime, rapid changes in state governance, and the risks of 
government discrimination against citizens in case the digital software is unfit 
or not properly managed. As a conclusion, digital transformation is inevitable 
and already there. Public servants should act proactively and adopt a clear 
strategy of innovation to efficiently take advantage of this global modern 
technology the modern not only as support tool, but also as the main trait of 
a modern organizational culture that requires a change in the role, and the 
operation of the public service. The digital era is at a dawn of the most 



Հանրային կառավարում 
 

  

29 

important technological revolution in the history of mankind that requires a 
change of paradigms in the operations of public administration and there is 
no way anyone could stop it. Thus, it is preferable to embrace it rather than 
ignore it while making sure that digital technology should be focused on 
citizen’s service and has to protect their privacy, and provide them with a 
better public service, and enhance his participation in the management of 
public affairs. Finally, in order to be a success, the digital government should 
be led by qualified and well trained public managers. 
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ՆՈՐԱՐԱՐՈՒԹՅՈՒՆԸ ԹՎԱՅԻՆ ԴԱՐԱՇՐՋԱՆՈՒՄ ՀԱՆՐԱՅԻՆ 
ԿԱՌԱՎԱՐՄԱՆ ՈԼՈՐՏՈՒՄ. ԴԵՊԻ ՀԱՐԱՑՈՒՅՑԵՐԻ 

ՓՈՓՈԽՈՒԹՅՈՒՆ 

ՋՈՐՋ ԼԱԲԱԿԻ 

Լիբանանի պետական կառավարման դպրոց  

Հանրային կառավարումը թվային դարաշրջանում համաշխարհային 
միտումներին հարմարվելու գործում հանրային ծառայությունների մա-
տուցման մեծ տեղաշարժ է ներկայացնում: Հանրային ծառայությունների 
մատուցման գործում այս նորամուծությունը չի սահմանափակվում միայն 
թվային փոփոխություններով, այլ պահանջում է նոր հնարավորություններ 
ներմուծել նոր գիտելիքների, նոր կառուցվածքների և կառավարման ոճե-
րի տեսքով: Իրականում դա հարացուցային փոփոխություն է հանրային 
հատվածի գործունեության մեջ: 

Բանալի բառեր. թվային դարաշրջան, համաշխարհային միտումներ, 
թվային փոխակերպում, մեծ տվյալներ, վերապատրաստում հանրային 
հատվածում, հարացույցի փոփոխություն, նորարարություն, հանրային 
հատված: 

 
 

 
ИННОВАЦИИ В ПУБЛИЧНОМ УПРАВЛЕНИИ В ЦИФРОВУЮ ЭПОХУ: 

К СМЕНЕ ПАРАДИГМ 
ДЖОРДЖ ЛАБАКИ 

Школа государственного управления Ливана 

Публичное управление в эпоху цифровых технологий осуществил 
серьезный сдвиг в публичной службе, чтобы приспособиться к глобаль-
ным тенденциям. Это новшество в публичных услугах не ограничивается 
цифровыми изменениями, но требует внедрения в публичные услуги 
новых функций в виде новых знаний, новых структур и стилей 
управления. По сути, это смена парадигмы в работе публичного сектора. 

Ключевые слова: цифровая эпоха, глобальные тенденции, 
цифровая трансформация, большие данные, обучение в публичном 
секторе, смена парадигмы, инновации, публичный сектор. 
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