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What sort  of  improvement has i t  brought 
about in c i t izens ’  l ives? For example ,  
whi le a typical  v i l lager had to t ravel  to the 
d istr ict  government of f ice about 40km 
away mult ip le t imes to get a cert i f ied 
copy of  land records ,  she can now apply 
onl ine and receive do orstep del ivery of  
the document .  Thus reducing t ime from 30 
days to 16 days,  cost  f rom USD 3.3 to 
about USD 1  and the number of  v is i ts 
required to the government of f ice f rom 5 
to zero.

In recogni t ion of  these remarkable 
achievements ,  Bangladesh received the 
prest ig ious World Summit  on the Informa-
t ion Society (WSIS)  Award f rom ITU in 
2014 and 2015 for  best  use of  ICT for 
informat ion and serv ice del ivery to the 
underserved.

Governments  go  on l ine  in  o rder  to  make 
pub l ic  i ns t i tu t ions  more  t ransparen t  and 
respons ive  to  c i t i zens ’  demand fo r  
i n fo rmat ion  and serv ices .  P r io r  to  2008 ,  
Bang ladesh  on ly  had a  handfu l  o f  
government  o f f ices  w i th  any  fo rm o f  
p resence on l ine .  The  web presence o f  
pub l ic  agenc ies  exh ib i ted  the  fo l lowing  :

Var ia t ion  in  te rms o f  s t ruc tu re  and 
conten t  wh ich  resu l ted  f rom d i f fe ren t  
techno logy  s tandards ,  des ign  lay-ou ts  
and nav igat iona l  a rch i tec tu re  

Use o f  non-vernacu lar  language thereby  
exc lud ing  a  la rge  major i ty  o f  the  popu la-
t ion  f rom unders tand ing  the  ava i lab le  
in fo rmat ion  

Absence o f  demand-dr iven  in fo rmat ion  
per ta in ing  to  c i t i zens ’  wel fa re  

H igh  dependence on  techn ica l  compa-
n ies  or  teams to  make s imple  conten t  
updates  resu l t i ng  in  unacceptab ly  s ta le ,  
and  somet imes m is lead ing ,  i n fo rmat ion
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I N N O V A T I O N  

B R I E F

F o r  t h e  a v e r a g e  B a n g l a d e s h i  
c i t i z e n ,  a c c e s s i n g  p u b l i c           
i n f o r m a t i o n  a n d  s e r v i c e s  m e a n t  
h a v i n g  t o  s p e n d  c o n s i d e r a b l e  
m o n e y,  t i m e  a n d  e f f o r t  t o  f i g u re  
o u t  w h i c h  g o v e r n m e n t  o f f i c e  t o  
v i s i t ,  g o i n g  t h e re  m u l t i p l e  t i m e s  
a n d  e n c o u n t e r i n g  n u m e r o u s  
f a c e - t o - f a c e  i n t e r a c t i o n s  w i t h  
g o v e r n m e n t  o f f i c i a l s  –  a  p r o c e s s  
t h a t  i s  i n t i m i d a t i n g  f o r  t h e  l e s s  
l i t e r a t e  a n d  o p p o r t u n e  f o r  
re n t - s e e k i n g .

NATIONAL PORTAL

The Access  to  In fo rmat ion  (a2 i )  
P rogramme o f  the  Pr ime M in is te r ’s  Of f ice  
–  w i th  techn ica l  suppor t  f rom UNDP and 
USAID – in  co l labora t ion  w i th  govern-
ment  s takeho lders ,  des igned ,  deve loped 
and imp lemented the  Nat iona l  Por ta l  
F ramework ,  an  e-arch i tec tu re  a imed a t  
the  c reat ion  o f  harmon ized pub l ic  
webs i tes  tha t  reduced the  hass le ,  t ime 
and cos ts  incur red  by  c i t i zens  in  access-
ing  and ava i l i ng  government  i n fo rmat ion  
and serv ices .

Today,  the  government ’s  Nat iona l  Por ta l  
(  h t tp  :  //www .  bang ladesh  .  gov  .  bd  )  :

the context the Solution

National Portal Framework

Unites 43 , 000+  government off ices 
virtually

Features  de ta i led  in fo rmat ion  on  
near ly  400 serv ices  f rom 36 
m in is t r ies  and d i rec tora tes   
p resented  in  a  s tandard ized  fo rmat  
and in  the  vernacu lar  

Hosts  near ly  1  , 500+ government  
fo rms 



a2 i  des igned the  Nat iona l  Por ta l  i nvo lv ing  a l l  Un ion  Par ishads (Un ion       

Counc i ls ) ,  Upaz i las  (sub-d is t r ic ts ) ,  Z i las  (d is t r ic ts ) ,  D iv is ions ,  Depar tments  and 

M in is t r ies .  Poss ib ly  one o f  the  la rges t  government  web pota ls  in  the  wor ld ,  

t h is  i s  the  most  v is ib le  imp lementa t ion  o f  p roact ive  in fo rmat ion  d isc losure  

under  the  R igh t  to  In fo rmat ion  Act  i n  Bang ladesh .  

I n  o rder  to  fu r ther  fac i l i ta te  access  to  pub l ic  i n fo rmat ion  and serv ices ,  mob i le  

apps are  be ing  created  under  pub l ic  -  p r iva te  par tnersh ips  (PPP)  cover ing  a  

w ide  range o f  top ics .  A l together ,  1 75+ e-serv ices  can be  accessed under  

the  Nat iona l  Por ta l .  These serv ices  are  f rom 73 organ iza t ions  and catego-

r i sed  in to  22  groups .  I n  add i t ion ,  s teps  have be en taken to  make the  Nat iona l  

Por ta l  more  user  f r iend ly  fo r  peop le  w i th  d isab i l i t i es .

   2 5 , 0 0 0 +  g o v t  W e b s i t e s  
   4 3 , 0 0 0 +  g o v e r n m e n t  o f f i c e s ’  i n f o r m a t i o n
•   O v e r  9 0  m i l l i o n  h i t s  p e r  m o n t h
•   2 . 1  m i l l i o n +  c o n t e n t s
•   3 0 , 0 0 0 +  i n f o r m a t i o n  o f f i c e r s  
•   7 1 , 0 0 0 +  p h o t o s  o f  a r c h a e o l o g i c a l ,  h i s t o r i c a l  &  T O U R I S M  s i t e s
•   7 . 6 5  m i l l i o n +  o f f i c i a l’ s  c o n t a c t  d e t a i l s  i n  t h e  e - D i r e c t o r y
•   7 1 , 0 0 0 +  o f f i c i a l s  t r a i n e d  t o  u p d a t e  c o n t e n t
•   5 5 0  m a s t e r  t r a i n e r s  a c r o s s  t h e  c o u n t r y
•   U s e  o f  F a c e b o o k  ( s o c i a l  s i t e )  a n d  g r o u p  e - m a i l  f o r  
     p r o b l e m  s o lv i n g  p u r p o s e s
•   1 , 0 0 0  I n n o v a t i o n  T e a m s  a n d  I C T  C o o r d i n a t i o n  C o m m i t t e e s  
    a t  t h e  d i v i s i o n ,  d i s t r i c t  a n d  l o c a l  l e v e l
•   c a b i n e t  d i v i s i o n  m o n i t o r i n g

I n  most  cases ,  access  to  government  

serv ices  s tar ts  w i th  co l lec t ing  a  fo rm ,  

comple t ing  i t  w i th  i n fo rmat ion ,  and  

submi t t i ng  i t  a long w i th  re la ted  docu-

ments ,  photographs  o f  the  app l ican t  

and necessary  fe es .  Co l lec t ing  the  

fo rm i tse l f  was t ime consuming  and 

cos t ly.  The  Forms sect ion  o f  the  

Nat iona l  Por ta l  has  be en created  to  

a l lev ia te  unnecessary  d is t ress  o f  the  

c i t i zens ,  a r i s ing  f rom a  lack  o f  access  

to  necessary  government  fo rms ,  

th rough  a  s ing le  web address .  There  

are  near ly  1 ,500+ downloadable  fo rms 

wh ich  are  sub jec t  to  au tomat ic  update  

i f ,  and  when ,  any  mod i f ica t ions  take 

p lace th rough  o f f ic ia l  no t i f i ca t ions .  

There  are  10  categor ies  cover ing  the  

fo l lowing  sectors :  (a )  f i nance ;  (b )  law ;  

(c )  employment ;  (d )  agr icu l tu re ;  (e )  

educat ion ;  ( f )  land ;  (g )  loca l  govern-

ment ;  ( h )  pos ta l  &  te lecommun icat ion ;  ( i )  

hea l th ;  and ,  ( j )  o ther  m isce l laneous 

areas .

Proactive Information Disclosure 
and Access to e-Services

FORMS AT  A  GLANCE

NEARLY 1500+ FORMS 
OF 158 GOVT. OFFICES 

Easy search options using
the title or a word only

 
SAMPLE COLLECTED FORMS

INFORMATION ABOUT POPULAR FORMS
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N a t i o n a l  P o r t a l  :  A t  a  g l a n c e

National  Portal

Access to government forms

43,000

2 .1 million

25,000 + Government Websites 



SIMPLIFYING ACCESS TO SERVICES 

By l i nk ing  the  Nat iona l  Por ta l  to  loca l  government  
webs i tes ,  o f fe r ing  s tep-by-s tep  in fo rmat ion  on  serv ice  
de l ivery  and downloadable  fo rms fo r  ava i l i ng  serv ices ,  
Bang ladesh  is  encourag ing  c i t i zens  to  use  techno logy  
fo r  access ing  in fo rmat ion  and ava i l i ng  pub l ic  serv ices .  
C i t i zens  no  longer  have to  spend va luab le  t ime ,  money 
and e f fo r t  fo r  t rave l l i ng  to  government  o f f ices ,  nor  
depend on  m idd le -men .

The Process  Maps o f  the  serv ices  prov ide  inva luab le  
in fo rmat ion  to  the  government  agenc ies  regard ing  
what  s teps  to  e l im ina te/comb ine  to  s impl i fy  serv ice  
de l ivery  and make them more  c i t i zen-cent r ic .  Th is  i s  
no th ing  o ther  than  the  age-o ld  Bus iness  Process  
Re-eng ine er ing  (BPR) ,  loca l ly  re fe r red  to  as  Serv ice  
Process  S impl i f i ca t ion  (SPS) .  The  Annual  Per fo rmance 
Agre ement  tha t  was s igned in  2015  be twe en the  Cab i -
ne t  Secre tary  and every  Secre tary  o f  the  government  
mandates  s impl i f i ca t ion  o f  a t  leas t  one serv ice  and 
d ig i t i za t ion  o f  a t  leas t  another  every  year.  P roper ly  and 
t ime ly  imp lemented ,  SPS wi l l  fas t - t rack  serv ice  de l iv -
e ry  improvement  i n  a  sus ta inab le  way.

Moreover,  government  agenc ies  are  a lso  increas ing ly  
us ing  soc ia l  med ia  to  engage w i th  c i t i zens ,  share         
i n fo rmat ion  and de l iver  serv ices  more  qu ick ly  and                
e f fec t ive ly  than  ever  be fore .  To  enhance e-par t ic ipa-
t ion ,  over  267  Facebook pages have be en opened by  
m in is t r ies ,  d i rec tora tes ,  d is t r ic t  admin is t ra tors  and 
var ious  government  o f f ices .  The  Secre tar ies  o f             
d i f fe ren t  M in is t ry/D iv is ions  and D is t r ic t  Admin is t ra tors  
regu lar ly  ho ld  ‘Soc ia l  Med ia  Sanglaps ’  (consu l ta t ions )  
th rough  YouTube channe ls  to  connect  w i th  f ie ld  leve l  
o f f ic ia ls  and c i t i zens ’  representa t ives  and work  on  
u rgent  i ssues  o f  pub l ic  i n te res t  such  as  fo od             
adu l te ra t ion  and ch i ld  mar r iage .

Together,  t hese e f fo r ts  cont inue  to  leverage advances 
in  ICTs in  a l l  spheres  o f  government  w i th  a  sharp  focus  
on  ensur ing  the  improvement  and de l ivery  o f  much 
ne eded serv ices  to  the  underserved in  an  easy  to  
access  and a f fo rdab le  manner.

W a y  F o r w a r d  
T o w a r d s  C o n n e c t e d  G o v e r n a n c e

The Serv ice Prof i les sect ion is an onl ine                  
encyclopaedia of  publ ic serv ices in Bangladesh.  I t  
is  a web plat form where complete ,  accurate and 
updated informat ion on nearly 400 serv ices being 
provided by 36 min istr ies and d i rectorates can be 
accessed by c i t izens.  The number of  min istr ies that  
have redesigned their  serv ices to make them 
‘e-del iverable’  cont inues to grow.
Two key features of  the Serv ices Portal  are the 
Serv ice Prof i les and Serv ice Process Maps.  The 
prof i les of fer  informat ion start ing f rom the name of  
the serv ice provider and t ime required for  serv ice 
del ivery al l  the way to contact detai ls of  of f ic ials 
for  gr ievance redressal  in case of  serv ice del ivery 
fa i lure .  The Process Maps of fer  c i t izens a v isual  a id 
to walk them through the steps of  accessing a 
serv ice.  Each step of  the serv ice del ivery proce-
dure is portrayed in a v isual  format .  I t  has proven to 
be immensely helpful  for  get t ing a sense of  the 
workf lows of  var ious publ ic serv ices thus reducing 
the hassle ,  t ime and cost required for  c i t izens to 
access them.

S e r v i c e  P r o f i l e s

400 service 
p r o f i l e s

400 service 
process maps

p r o c e s s  m a p s ,  r e l e v a n t  f e e s  a n d  d o c u m e n t s
n e e d e d  t o  g e t  s e r v i c e s  a s  w e l l  a s  g r i e v a n c e
r e d r e s s a l  p r o c e s s e s  a n d  a s s o c i a t e d  r u l e s ,
p o l i c i e s  a n d  l a w s  f o r  3 6  m i n i s t r i e s  a n d  
d i r e c t o r a t e s

d e ve l o p e d  by  1 2 0  e x p e r t s  t r a i n e d  f r o m  
3 6  d e p a r t m e n t s / a g e n c i e s  

Service Profiles at a glance

National  Portal



1,386

62,538

65,000

71,000+

26,000+

19,897

10,944

1.5 m+

1,728 

0.25 m+

1 m+

7.65 m+
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