
▪ DSDL Activities

▪ DSDL of Bangladesh Post

▪ Digitalization Support in Fiji and 

Philippines



EXISTING MANUAL SERVICE PROCESS

1. Identify Service Steps

2. Actor of Step

3. Required TCV

4. Deliverables of Step

5. Challenges of Step

6. Beneficiaries Persona

Content

3 Domain 

Expert

2 

Beneficiaries

1 Digital 

Service Specialist

1 e-Service

Expert, a2i

Service Process (Diagram)

Output

Service Process (Diagram)

Output

Required

Time: 8Hr



Beneficiaries Persona-1



Beneficiaries Persona-2



EXISTING MANUAL SERVICE PROCESS ANALYSIS (ESPA)

Output

Existing Service Process Analysis (Excel Sheet)

Analysis

3 Domain 

Expert

1 Digital 

Service Specialist
1 e-Service 

Expert, a2i

1. Service Steps Identification

2. Action of steps

3. TCV calculation

4. Actor of action

5. Required document to    

perform the action

6. Deliverables of the action

7. Problem faced in 

performing the action 

Existing digital system 

connected to particular 

action (if any)

Content

Required

Time: 8Hr



Output

Module Design (Diagram)

3 Domain Expert

1 Digital 

Service Specialist

1 e-Service Expert, 

a2i

1. Initial Listing 

of Module

2. Initial Listing 

of Features

Content

1. Finalize modules

2. Finalize features

3. Actor of the features

4. Performing media (Web, Mobile 

App, SMS)

5. Features description

6. Required TCV calculation

7. Integration point with other 

digital systems

Content

FUNCTIONAL SCOPE ANALYSIS (FSA)

1. Show the connection of features with 

actor

2. Show the actions of feature

3. Show integration point & scope

4. Show the media of feature (Web/Mobile 

App)

5. One diagram for each module

Content

Output

Functional Scope Analysis (FSA) Excel Sheet

Required

Time: 10Hr

Required

Time: 4Hr



1. DIGITIZATION EFFICIENCY ESTIMATION

2. INTEGRATION MANAGEMENT PLAN

3. SERVICE VOLUME & BENEFICIARY SIZE

Required

Time: 1Hr

1. Total no. of service provider;

2. Total no. of service recipient 

(beneficiary);

3. Total no. of service provided 

(monthly/ half yearly/ yearly)

4. Total no. of service providing 

offices

Content

1. TCV of manual service

2. TCV of digital service

3. TCV Comparison between 

manual and digital

4. TCV efficiency in percentage

5. Challenges of manual services 

(in bullet point)

6. Possible benefits of digital 

systems (in bullet point)

Content

1. Listing integrated digital 

systems

2. Purpose of integration

3. Stakeholder organization (for 

technical support)

Content

Output

Digitization & Efficiency Estimation (Diagram)

Output

Service Volume & Beneficiary Size 

(Excel Sheet)

Output

Integration Management Plan (Diagram)

1

2

3

3 Domain Expert

1 Digital 

Service Specialist

1 e-Service Expert, 

a2i



1. EFFECTIVE VENDOR MANAGEMENT PLAN

2. USER MANAGEMENT PLAN

1. Steps of Software 

Development Life Cycle 

(SDLC)

2. Activities of every step

3. Output in every step

Timeframe of steps

Content
Output

Effective Vendor Management Plan 

(Diagram)

Feature-wise-

1. Define citizen access role

2. Define service Provider 

(System User) access role

3. Define system admin role

Define monitoring body access 

role

Content
Output

User Management Plan (Diagram)

Required

Time: 2Hr

1

2

3 Domain Expert

1 Digital 

Service Specialist

1 e-Service Expert, 

a2i



Software 

Development Budget

Pilot Budget

Budget of-

1. System Requirement Study;

2. System Analysis & Design;

3. System Development;

4. Integration;

5. Hosting;

6. User Acceptance Test (UAT);

7. User Training & Development;

8. Reimbursement Cost;

9. Software Maintenance Cost 

Content

Budget of-

1. Infrastructure;

2. HR Outsourcing for 

Piloting;

3. Sensitization & Training;

4. Promotion & 

Advertisement;

5. Operation;

6. Electrical Work.

Content

Output

Piloting Budget (Excel Sheet)

Output

Software Development 

Budget (Excel Sheet)

SOFTWARE DEVELOPMENT & PILOT BUDGET

Required

Time: 1Hr

Required

Time: 1Hr3 Domain Expert

1 Digital 

Service Specialist

1 e-Service Expert, 

a2i



Output

Design & Planning 

Specification (Book)

1. PILOT IMPLEMENTATION PLAN

2. DESIGN & PLANNING SPECIFICATION

1. As per template

2. Ensure all output in 

the document

Content

1. Piloting Scope

2. Data

3. Training & Sensitization

4. Promotion

5. Pilot Monitoring & 

Reporting

6. Total Pilot Implementation 

7. Budget

Content
Output

Pilot Implementation Plan (Diagram)

Pilot Budget

Required

Time: 5Hr

Required

Time: 4Hr

1

2

3 Domain Expert

1 Digital 

Service Specialist

1 e-Service Expert, 

a2i



Digital Service Design Lab - Picture



Digital Service Design Lab - Picture



Digital Service Design Lab - Picture



Functional Flow 
Diagram

Beneficiary  & Service 
Provider's View

Existing Service 
Process Analysis

Digital System’s 
Module & Feature 

Identification

Digital Service 
Module Design

Pilot 
Implementation Plan

Efficiency Analysis 
(Time, Cost, Visit)

User Management Plan

Software Development 
Budget

Pilot Implementation 
Budget

Integration 
Management Plan

Design 
Specification

Digital Service Design & Planning Lab Outputs
(At a glance)



Business 

Organization

Integrated Service Platform for Local Government Division (LGD)

Hosting National Data 

Center

Waste Management 
System

GIS Map ManagementWater Supply and 
Sewerage Mgt. System

Social Support 
Management System

Holding and Utility 
Management System

Library, Research & 
Publication Mgt. System

Legal Affairs and Divorce 
Mgt. System

Infrastructure Dev. & 
Mgt. System

Rent and Lease Mgt. 
System

Slum-Dwellers Mgt. 
System

LRCPN Management 
System

LGD-SAP

Common Module

LG Service 

Recipient
RegistrationService 

Record
License Permission

Citizen

12
City 

Corporation

64
Zilla Parishad

492
Upazilla

Parishad

4554
Union Parishad

5000

UDC, PDC, CDC LGD Web Portal Mobile App Kiosk

80 Existing

Applications

Public Leaders & 

Decision MakersOffice User

Data Center 

(Jessore)

DR

16 System to 

be Integrated

G2C 

Service 

Recipient

G2B 

Service 

Recipient

Service 

Provider

Certificate NOC Revenue Info Slum 

Dwellers

Call Center

ISDP++

CRVS

EKSEBA



ToR, EoI, RFP Sample

ToR EoI RFP

MoC TOR - v3.5.docx
MoC RFP v3.4.docx
PSD EOI for  V 3.6.docx
MoC TOR - v3.5.docx
PSD EOI for  V 3.6.docx
MoC RFP v3.4.docx


Scopes

Mail Journey Management

Digital Dak Ghor

Life Insurance & Post Office Savings Management

Auto-mechanization of Postal Office (AIP, AI+4IR), SOF (project) &  
Future Post Design Team

E-Commerce, Philately, Customer Profiling, Franchise Team & 
Stamp Controller Office

Postal Resource Enterprise Planning & Health Management

Planning (DPP), Partnership & Implementation Design Team

National e-Mail Service Management 

Officers are engaged in group activities Honorable Secretary and DG at closing dayHanging the group output presentation 

Group Presentation 

6 Days DSDL of Directorate of Posts

Photo of the group output 

DSDL opening briefing

Group Discussion and Service designing 



▪ Idea Sharing
▪ Device based 

innovation with iLab
▪ Selling devices to 

Postal Dept.

11 Teams

3 Tech Giants

10 Others from Private Sector

DSA

Promotional 
Plan

Scope of Financial 
Inclusion

Rapid Digitization

Internal file 
processing

Postal 
Information 

Service 
Delivery Plan

Postal 
e-Commerce & 

Delivery

DakPaath (Uniform 
e-Learning Platform)

Auto Mechanization 
of Post Office

DSDL Assistance

Postal Service at 
Doorstep

4IR
BRAC IT

Collaborative DSDL- Stakeholder Contributions
24 Stakeholders
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Journey towards Digital Transformation

Upgradation of Existing Software and 
Development of Prototypes
❑ Module: 15
❑ Features: 35
❑ Services: 50
❑ Expected Prototypes: 10
❑ Expected Business Models: 5
❑ Piloting Area: 12
❑ Service delivered: 5,00,000
❑ Delivered Document: 

DPP for Development phase.

Based on the Results & Findings -
Countrywide Scalable
Implementation 

6
Months

2
Years

5
Years

Finalizing Requirements and 
Total Software Development
❑ Digital Ecosystem: 2
❑ Business Process Ecosystem: 3
❑ Service System: 12
❑ Auto Mechanized Devices: 500
❑ Service Partnership: 10
❑ Deployment: 
▪ 1000 Post Offices
▪ 5000 Digital Post Offices

❑ Service Delivered: 10,00,00,000
❑ Delivered Document: 
▪ DPP for Implementation phase
▪ Software Operating Guidelines

Quick Win

PRP and PBS

Digital Dak Ghor

Based on the findings DPP will be 
prepared National level implementation 

of Digital Post
❑ Digitally Transformed HR: 40,000
❑ Digitally Equipped Post Office: 10,000
❑ On-Wheel Service Provider: 50,000
❑ Alternative Service Center: 30,000

Proposed: “Shomikkha Project”

❑ Domestic mail monitoring software
❑ Process Automation project
❑ Postal Life Insurance (PLI)
❑ Electronic Money Transfer Service
❑ Nagad
❑ IPS post local Software 
❑ Digital Bit-Map
❑ Savings Banking Notification
❑ Banking reconciliation and Return
❑ Digital banking laser copy
❑ Value payable issue, reconciliation, adjustment and 

payment
❑ Digital Chalan submission
❑ Philately e-Commerce
❑ International Postal Accounting Management

Base Initiatives

DSDL

10+
Years



অট ো মেকোনোইটেশন (ইটনোটেশনসোরসংটেপ)

ভ্রোেযেোন মপোস্টোল

সোর্েিস
মপোস্টোলআইর্ি র্িজে োল মপোস্ট বক্স

মপোস্টোল মির্লেোর্র

মের্শন (পে)

র্সর্কউর

কযোশ বক্স/রয্োর্পি
রোনোর

র্িজে োল

মপোস্টোল র্কয়স্ক

মপোস্টোল মেজডং

মের্শন

শীতলীকরণ বক্স

মপোস্টোল

র্বেটনস ২সফ ওয়যোর

ইটনোটেশন ৬র্িেোইস

ইটনোটেশন ৫



Digital Planning For Bangshamoro Philippines

Bangshamoro UNDP

Meeting with Honorable Minister Naguib Sinarimbo
Ministry of the Interior and Local Government (MILG), 

BARMM



S2F Service Tracker Fiji



S2F Screenshot

23



24

Legal Aid Commission

Service Management

Service Appointment

Online Bus Schedule

Online Application

Auto Notification

Monitoring Dashboard

Service Tracking

SERVICE PROVIDER MINISTRY

REACH SERVICE BUS 

Better Transparency & Accountability

Efficient Information Service

Organized Information Management

Effective Performance Monitoring 

2

3

4

Faster Service Delivery5

Quick Decision Making6

Beneficiary Database

Service Provider’s
Capacity Enhancement

S2F Service Tracker

1
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S2F
TCV Analysis

Service Beneficiaries 
Citizen Empowerment

Challenges - BEFORE Benefits - AFTER

❑ Difficulties in information collection
❑ Delay in service notification
❑ Redundant visit, Unnecessary cost
❑ More time lapses
❑ Lengthy service life cycle
❑ Less transparency, more hassle

✓ Information anywhere, anytime 
✓ Instant notification.
✓ Minimum visit, less cost.
✓ Faster service delivery.
✓ Simplified service life cycle.
✓ More Transparency, less hassle.

76% Less Time 70% Cost Saved 66% Visit Reduced

17 
Days

5 Days

48 FJD

16 FJD

6 
Times

2 Times

S2F Tracker TCV efficiency 



Major Stakeholders 
Partnerships Roles 

26

Coordinator (UNDP)
1. Liaison & communication support
2. Partnership & networking support
3. Sponsorship & promotional support

Advisor (a2i, UNDP Bangladesh)
1. Requirement analysis support
2. Simplification & design support
3. Prototype design support
4. Specification preparation support
5. Vendor management support
6. Quality Assurance (QA) support
7. Advisory & coordination support  

Implementer (Foreign Govt. Dept.)

1. Provide Domain knowledge
2. Decision for process simplification
3. Involve in scoping & designing
4. Provide review & feedback
5. UAT (User Acceptance Test)
6. End user capacity building
7. Piloting & scale up 



Thank You 


