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1 Background
The Eastern Caribbean Currency Union region (ECCU)1 is extremely vulnerable to external
shocks due to its unique characteristics of being small open economies and its geographical
location within the Atlantic Hurricane belt. Economic growth in the region has been uneven
and low, averaging 1.2% over the past two decades. Prior to the COVID-19 pandemic in
2020, external shocks, including several hurricanes2 and the global financial crisis (GFC) of
2007-2009, undermined growth, development progress, and poverty reduction efforts. The
GFC had prolonged negative consequences on most economies as economic growth has
failed to recover to pre-GFC levels of 3.5% per annum (see Chart 1.1). Before the pandemic,
the outlook for the region was positive. The COVID-19 induced economic impact is
expected to have led to a contraction in GDP by an average of 15.5% in 2020, with a gradual
recovery anticipated in 2021 but dependent on the extent of lockdown measures and the pace
of vaccination.
Chart 1.1: Average GDP Growth Rate (%)

COVID-19 has erased the progress made towards fiscal and debt sustainability in the
region. Before the pandemic, primary fiscal balances averaged 2.0% of GDP over the five
years 2014-2019 (see Chart 1.2).

The Eastern Caribbean region includes six Independent (Antigua and Barbuda, Dominica, Grenada, St. Vincent
and the Grenadines, St. Kitts & Nevis and Saint Lucia) and two British Overseas Territories (Anguilla and
Montserrat).
1

Grenada suffered losses averaging 200% of GDP from Hurricane Ivan in 2004 and in 2017, Dominica suffered
similar losses from Hurricane Maria estimated at 226 % of GDP.
2
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Chart 1.2: Average Primary Balance for the ECCU (% of GDP)

At the end of 2019, public debt had been reduced by 20.7 points to about 62.4 % of GDP
from a historical average of 83.2% of GDP (see Table 1.1). These trends have been reversed
due to the protracted impact of COVID-19. Fiscal balances deteriorated in 2020, and debt
levels rose to an average of 80.7% of GDP.

Table 1.1: Public Sector Debt to GDP (%)
Country
Antigua and Barbuda
Dominica
Grenada
St. Kitts and Nevis
Saint Lucia
St. Vincent and the Grenadines
ECCU

Average (2000-2018)
96.0
77.2
81.7
111.7
59.4
66.7
82.1

2019
63.3
67.5
57.8
57.0
61.4
67.6
62.4

2020
85.6
82.3
72.1
76.0
97.6
70.9
80.7

The pandemic has exposed the inherent vulnerabilities of the Eastern Caribbean and longstanding structural weaknesses. These are related to a lack of diversification with a heavy
reliance on tourism, high unemployment, productivity, and external competitiveness gaps.
Ram et al. (2018), in a CDB working paper, A Blueprint for Caribbean Economies, identified
four categories of challenges that all Caribbean economies face. See Figure 1.1. These are:
1. Macroeconomic imbalances such as high debt and low growth;
2. Low competitiveness and productivity, manifested through a challenging business
environment,
3. Social challenges, such as a lack of access to good quality education for all, high
poverty and high unemployment rates, and
4. Environmental vulnerabilities.
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These four categories each have feedback loops that impact the other. This Working paper
also identified the needed reforms in each of these four areas, see Figure 1.2. The authors
identified several cross-cutting initiatives that should be pursued, including digital
transformation.
Figure 1.1: Caribbean persistent challenges

source: Blueprint for Caribbean Economies

Figure 1.2: Blueprint Policy Prescriptions

Source: Blueprint for Caribbean economies

While several countries have undertaken various economic and structural reform measures to
strengthen resilience, improve fiscal and debt sustainability, and enhance competitiveness to
boost growth and improve social outcomes, several gaps still exist. For instance, a general
5

lack of digitalization has limited the response and the ability of the public and private sectors
to implement business continuity plans and operate in an online environment. The public
sector has generally been challenged to move most government operations, including
education, border control, and health services, online. Some of the issues highlighted by strict
social distancing measures to contain the spread of the virus include access to broadband and
technology, data protection, regulation, and digital literacy.
Digital Challenges and Opportunities
Eastern Caribbean countries rank relatively well on human development measures despite
high levels of unemployment, significant levels of skills-job mismatch, and low digital
literacy. The region ranks on average “high” in the World Bank’s Human Development
Index's human development category. Enrollment in and completion of secondary education
is high, with universal access to primary and secondary education across the
region. However, the high educational outcomes have not translated into the development of
the skills needed in the digital era, with large skills-job mismatches prompting widespread
discussions on the suitability of the education system for the 21st century. Before COVID19, unemployment was stubbornly high, averaging 20%, with youth unemployment
exceeding 40% in some countries. The pandemic is expected to have exacerbated the skillsgap challenges with significant learning gaps due to broad school closures since March 2020
and the lack of access to learning resources. Similarly, the near-collapse of the tourism sector
and ancillary services have resulted in significant increases in unemployment.
The Eastern Caribbean region needs to find new ways of promoting inclusive growth,
innovation, diversification, job creation, and sustainable development. Digital
Transformation presents opportunities, especially in the post-COVID-19 environment, to
accelerate growth, improve public service engagement and delivery and build
resilience. Digital technologies can enhance output and productivity, especially in a
pandemic environment where consumers demand more online services while adhering to
social distancing protocols. Unfortunately, many businesses in the region have failed to
adapt to the changing environment, and only a small percentage of e-commerce is available
online. Studies have shown that an increase in broadband services and the adoption of digital
technologies can increase output. A 10% increase in penetration of broadband services in
Latin America and the Caribbean can contribute up to 3.2% increase in Gross Domestic
Product and 2.6 percentage points increase in productivity (IADB, 2018).
The Eastern Caribbean region is yet to capitalize on the benefits of the digital economy. To
realise the digital economy's full potential, the region needs to invest in digital technologies'
foundational elements in enabling citizens and businesses to keep pace with new and
developing technologies. Of utmost importance is the training and development of digital
citizens, who can operate and harness the digital economy's benefits. The average share of
individuals using the internet in the Eastern Caribbean increased from 26% to 65% between
2005 and 2017 (ITU, 2019), with an uneven distribution in access and subscriptions for
mobile cellular (125 per 100 people) and fixed broadband (17.6 per 100 people) for
example. According to the 2017 ICT Development Index (IDI), the region is also ranked low
(74), highlighting the effort needed to accelerate this region's digital economy. Efforts are
also needed to improve regulatory frameworks, cross-border data flows, security, consumer
protection, and, importantly, increase the availability and affordability of broadband access
for vulnerable populations.
6

Despite the progress made in upgrading digital infrastructure, reliability and access of
broadband services remain challenging. The cost of a basic mobile broadband plan remains
high, at an average of 3.2% of Gross National Income per capita for 1GB with varying
degrees of quality as it relates to speed. In the context of the COVID-19 environment with
increased working from home and virtual learning, broadband service speed and reliability
are essential. A failure to address some of these challenges could potentially lock out
significant sections of the economy from the digital economy, including small, medium, and
micro enterprises, vulnerable and at-risk groups, and the poor.
The capacity to use legislation and regulation to address some of the challenges of access and
adoption of affordable broadband services is limited. This is due to deficiencies in the legal
regulatory and institutional frameworks governing the Eastern Caribbean's
telecommunications sector. According to the ITU-IDI Regulatory Tracker, the region scored
on average 71 out of 100. While national telecommunications regulatory commissions
(NTRCs) have been established in addition to a regional regulator, the Eastern Caribbean
Telecommunications Authority (ECTEL), there still exists a lack of capacity and appropriate
enforcement tools to address issues related to anti-competitive practices and innovation. The
area of digital financial services, for example, remains broadly undeveloped due in part to
weaknesses in the regulatory framework and the payment system infrastructure. The use of
digital payments by governments, businesses, and individuals remains low and payments
remain primarily cash-based. Cybersecurity, data protection, and privacy are paramount for
the region to accelerate the digital economy. Broadly, many facets of the digital eco-system,
including networks, information systems, and online transactions, remain vulnerable to
security breaches. The platform for a comprehensive cybersecurity or data protection
framework, including policy, legislation, and regulation, remains underdeveloped and
uncoordinated.
Digital transformation of government services remains low in the Eastern Caribbean. The
pace of modernizing operations and improving public services access remains low in most
countries despite several public sector modernization attempts. The UN E-Government
Development Index (UN EGDI) ranks the Online Services Sub-Index (OSI) component,
which covers the development of digital government services and Government portals
relatively low. The rankings range from 93 for Dominica to 148 for St. Lucia out of 193
countries globally. More recent efforts to advance the digital transformation agenda in St.
Lucia and Grenada have shown some success levels. For instance, the DigiGov project in St.
Lucia has seen an acceleration in the number of services, including licensing, companies, and
civil status registries, which are being placed online. However, cross-cutting platforms and
registries remain in their infancy stages, with projects such as a digital identification system
still being conceptualized. Despite these developments, significant work is required to ensure
interoperability and integration between new and existing systems, across line ministries,
departments, and agencies and across countries where necessary. Issues of cybersecurity,
maintenance, and upgrades will remain at the forefront and pertinent to these systems'
sustainability.
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2 The
regulatory
environment
infrastructure deficits

and

Infrastructure:
The uniqueness of the Eastern Caribbean region in small size, remoteness, and small
populations have hindered information, communication, and technology (ICT)3
development. Infrastructure investment costs have been relatively high and translated to a
slower pace in adopting new technologies, low connectivity, and high pass-through costs to
consumers. These ICT development challenges have also impacted progress in other areas
such as skills and capacity, regulatory frameworks, consumer protection, data privacy, and
digital security. While affordability, access, and adoption have improved over time, the
Eastern Caribbean region still lags other small states in deploying the latest generation
networks and infrastructure.
Market liberalization and recent fiber-optic infrastructure upgrades4 have improved capacity,
reliability, and access to networks. Network upgrades have enabled governments to provide
high-speed broadband to government offices, schools, and other public facilities. This has
also helped recent efforts at modernizing and digitizing public services.
However,
broadband access and quality remain challenging for a wide cross section of the population,
and in particular, micro, small, and medium-sized enterprises (MSMEs). Penetration rates
for internet usage and mobile telephones have improved, with the share of individuals using
the internet moving from just 5.6% in 2000 to 59.8% in 2019 (Chat 2.1). However, the
average BMC mobile cellular subscription rates are higher, averaging 124 per 100 persons,
an indication of trends and affordability of mobile devices. Generally, fixed electronic
devices such as laptops and computers are more costly than mobile devices such as
smartphones. This is reflected in the fixed broadband subscriptions that averaged 17 per 100
persons in 2019 compared to mobile cellular subscriptions.

Chart 2.1: Internet Usage in the Eastern Caribbean Region
3

ICT services broadly refer to telephone and broadband or internet services both fixed and mobile.

4

The World Bank funded Caribbean Regional Communications Infrastructure Program (CARCIP) in Grenada,
Saint. Lucia, and St. Vincent and the Grenadines include the build out of new fiber-optic networks across the
islands.
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Source: World Bank
The quality and affordability of broadband services pose significant challenges to digital
transformation efforts across the Eastern Caribbean region. The cost of a basic mobile
broadband plan remains high and on par with the rest of the World's average. Over the
period 2016 to 2019, the regional average price of fixed and broadband packages as a
percentage of GNI remained relatively unchanged (see Table 2.1). Grenada and St. Vincent
and the Grenadines, mobile broadband price in terms of GNI per capita increased in 2019
relative to 2016. Apart from the cost, download speeds vary widely across countries. Highspeed broadband lags in the ECCU, with most download speeds below 100 megabits per
second (Mbps). Saint Lucia was the only country with download speeds of 100 Mpbs,
compared to the regional average of 66 Mpbs in 2019. Higher download speeds are
necessary for heavy internet usage, as proven during COVID-19. It facilitates sharing of
large files, video conferencing, and simultaneous use, particularly in households where
multiple users are online at the same time. In businesses, broadband speeds are even more
important for service quality, innovation, and efficiencies. Value for money is equally
important given the quality of broadband services offered in the ECCU region. Grenada and
St. Vincent and the Grenadines had the best value for money in 2019, with broadband
packages of 50 Mbps for less than US$60 in 2019 (ICT Pulse 2019). The ECCU region is
far from the recommendation made by The Alliance for Affordable Internet (A4AI) of a
minimum threshold of the 4G standard for mobile devices, access to a smartphone for daily
use, and unlimited broadband connection.

Table 2.1: Broadband prices 2016 vs 2019

The Americas
World
Antigua
Barbuda
Dominica
Grenada

2016
Fixed bb
prices 1 (%
GNI pc)
6.4
13.9

2016
Mobile bb
prices 1 GB (%
GNI pc)
5.7
6.8

2019
Fixed bb prices
1.5 GB (%
GNI pc)
5.5
8.7

2019
Mobile bb
prices 5 GB (%
GNI pc)
2.9
3.2

and 4.8

5.3

3.7

2.8

5.7
4.1

3.9
2.4

5.9
5.5

3.4
3.5
9

2016
Fixed bb
prices 1 (%
GNI pc)
and 2.8

St. Kitts
Nevis
Saint Lucia
5.5
St. Vincent and 6.1
the Grenadines
Regional
4.8
Average
Source: ITU 2019

2016
Mobile bb
prices 1 GB (%
GNI pc)
1.2

2019
Fixed bb prices
1.5 GB (%
GNI pc)
2.8

2019
Mobile bb
prices 5 GB (%
GNI pc)
2.4

2.8
3.4

4.4
6.7

2.8
4.6

3.2

4.8

3.2

Despite some strides in building out digital foundations, more remains to be done. Fourth
Generation (4G) Long term evolution (LTE)-Advanced have been introduced in Antigua and
Barbuda, Dominica, Saint Lucia, and St. Vincent and the Grenadines. Regional projects in
the ECCU region have reinforced the benefits of collaboration in small markets with
demonstrable results in many areas, including fibre optic network build-out, regional egovernment, and digital transformation projects. In 2020, the World Bank Group approved
the Caribbean Digital Transformation Project for Dominica, Grenada, Saint. Lucia and St.
Vincent and the Grenadines to build foundations of the digital economy. The project will
allow these countries to specialize and develop specific applications or services utilizing
open-source and cloud-based development models. Before this project, in 2017, Amazon
Web Services collaborated with the World Bank and the Organisation of Eastern Caribbean
States (OECS) to launch the Cloud for Development pilot to test a cloud computing solution
to build resilience. However, cloud computing remains in its infancy stages in the ECCU
region. Investment in ICT infrastructure, particularly new technologies, depends heavily on
an enabling regulatory environment.
The Regulatory Environment:
Regulatory frameworks in the Eastern Caribbean region remain inadequate to address a
rapidly evolving ICT and digital environment. The Harmonization of ICT Policies and
Legislation Across the Caribbean (HIPCAR) Project started in 2008. It sought to harmonize
approaches to ICT development, policy guidelines, and legislation for e-transactions and
privacy and data protection cybercrimes and cybersecurity. HIPCAR developed several
model legislative frameworks broadly adopted across the Eastern Caribbean region (see
Table 2.2).

Table 2.2: Select ICT Legislation in the Eastern Caribbean
Country
Antigua
Barbuda
Dominica

Data Protection
and Privacy Law
Data Protection
and
Act, 2013 No 10
of 2013
No Legislation

E-Commerce Law

Cybercrime Laws

Electronic
Electronic Crimes
Transactions
Act,
2013
No. 24 of 2013
Electronic
Transactions
Act, No Legislation
2013

Act,

10

Country

Data Protection
and Privacy Law

E-Commerce Law

Grenada

No Legislation

Electronic
Transactions
2013

Cybercrime Laws

Act, Electronic Crimes Bill 2013

Electronic Communications
Electronic
St Kitts and Data Protection
Bill 2021
Transaction Act no.
Nevis
Act, 5 of 2018
Electronic Crimes Act,
9 of 2011
2009
Computer Misuse Act
Data Protection Electronic
2011,
Saint Lucia
Act, No 11 of Transaction
Act,
Evidence and Electronic
2011
2011 (not enacted)
Transactions Act 2011
Electronic
2016 Cybercrime Act and
St Vincent and Privacy Act of
Transactions
Act 2009
Electronic
The Grenadines 2003
No. 6 of 2015
Transactions Act
The collaborative efforts across the Caribbean have resulted in a more inclusive and
advanced regulatory framework for the ECCU. The Eastern Caribbean Telecommunications
Authority (ECTEL)5, provides leadership on policies and regulation in collaboration with
national commissions.
Accordingly, ITU’s ICT Regulatory Tracker, which tracks
regulation, recognizes the ECCU region's progress on the tracker's four pillars. Between
2007 and 2018, the ECCU region has moved from an average rank of 37.8 out of 100 to 65.1
in 2018. Despite the progress, there are gaps in policy, capacity, and enforcement in several
areas, including cybersecurity, data use, and privacy. These factors have suppressed the
development of key digital economy areas, particularly in e-commerce, cross-border
transactions and services, and financial services.
The legal, regulatory, and institutional frameworks governing the telecommunications sector
must be modernized for the region to harness the digital economy's benefits fully. The region
must be able to promote consumer and business interests adequately. The investment
environment must be adequate to fill market failures and remain current with the rapid
technology evolution. Critical areas for reform are centered around regulatory challenges in
payment systems infrastructure, which continue to hamper financial services
innovation. Innovation in digital financial services remains challenging and limited, stunting
the development of online transactions, financial inclusion. Resilient and reliable
infrastructure networks are needed to facilitate secure information systems and online
transactions.
Security and Consumer Protection:
While the OECS region stands to reap the socio-economic benefits associated with digital
transformation, the surging adoption of digital technologies also creates unknown risks,
including security concerns over privacy and protection of data and increased threats of
cybercrimes.

5

ECTEL was established in 2000 and serves Dominica, Grenada, St. Kitts and Nevis, Saint Lucia, and St. Vincent
and the Grenadines.
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At the consumer level, the increased threat to consumer privacy is driven by the vulnerability
of consumer data due to the widespread use of digital services that make utility of sensitive
personal data, the ease with which that information is captured, used, and stored, and the
incentives for a range of actors to misuse the information at their disposal or reach
(Nsengimana, 2017).
At the business level, digital transformation has resulted in businesses collecting more data
and becoming increasingly dependent on it for their day-to-day operations. (Deloitte, 2018).
As more of their assets become digital, they become more vulnerable to hackers, stolen data,
and other cyberattacks, and the potential implications of such attacks can be severe.
Cyberattacks on critical networks, systems, and data can jeopardize overall national security
(CDB, 2019).
Such risks can deter individuals and businesses' willingness to utilize digital services,
ultimately impeding the region’s digital transformation progress. Thus, in addition to
ensuring such services are accessible and affordable, digital services and infrastructure
delivery should be trusted and secure. To this end, privacy protection and sufficient means of
guarding against cybercrimes are imperative pre-conditions of successful e-government and
effective digital transformation in the OECS region (ECLAC, 2020).
Consequently, there is the need for a positive enabling environment for the region’s digital
economy that prioritizes consumer protection, data protection, and cybersecurity.
While several OECS nations have started to implement laws and policy frameworks to deal
with digital security, the region ultimately lacks a comprehensive cybersecurity and data
protection framework, including policy, legislation, and regulation at national and regional
levels (World Bank, 2019). Given that OECS countries all face similar threats and high costs
to implement cyber defense and resilience capabilities, the region can benefit from a
harmonized approach, enabling costs and expertise to be shared. (World Bank, 2020).
Table 2.3: Existing national legislation and National Cybersecurity Strategies in the OECS
countries.
Legislation
National
Cybersecurity
Strategy
Country
Consumer
Privacy and
Cybercrime
Protection
Data
protection
Antigua and
Barbuda
Dominica
Grenada
Montserrat
St. Kitts and
Nevis
St. Lucia
St. Vincent and
the Grenadines
Source: CDB 2019, IDB 2020.
Key
Complete
In progress
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None
No information

Conclusively, the region’s increasing dependence on digital technologies imposes security
and data privacy risks for all citizens. For the OECS to achieve successful e-government and
digital transformation, consumers and businesses conducting business on ICT platforms need
to be confident that existing regulations and legislation would effectively address the existing
issues related to cybersecurity, privacy, and consumer protection (Pacheo & Pacheo 2020).
Thus, cyber-security ought to be prioritized on the legislative agenda for the OECS.

3 How to promote digital skills and literacy
to ensure that citizens can participate in
the digital economy
For digital transformation to be effective, citizens must have the relevant digital skills and
literacy to adopt new technologies and participate fully in the digital economy and society.
This includes basic digital skills and competencies, which empower all individuals to interact
online, consume digital goods and services, and advance e-business skills, enabling the
workforce to effectively utilize technologies for enhanced productivity and economic growth.
Some of the top digital skills and competencies identified for the Caribbean region include
programming, mobile application development, cybersecurity, big data, and artificial
intelligence (CDB, 2019).
However, the OECS region lacks sufficient digital skills and literacy (WB, 2019), suggesting
weak prospects for the region capitalizing on the digital economy's opportunities. Thus,
measures ought to be implemented to enhance a range of basic to advanced digital skills of
different socio-economic groups of the region to ensure the citizens can meet the demands of
the continually evolving digital economy. Furthermore, as the OECS region's countries face
similar challenges, a collaborative approach amongst educators, the private sector, and
policymakers can be adopted (CDB, 2019, WB 2019). In this regard, the Caribbean digital
transformation project in Dominica, Grenada, Saint Lucia, and Saint Vincent and the
Grenadines, funded by the World Bank, comprises a key component ‘digital skills and
technology adoption’. This component aims to better equip individuals and businesses across
the region for the future jobs and economy and spur innovation and productivity
growth.(WB, 2019).
Promotion of digital skills through ICT implementation in education
Education is essential for preparing the workforce and society to benefit from rapidly
changing technologies. According to a World Bank 2018 study, by 2030, 65% of current
primary school students will be engaged in jobs that do not currently exist. These jobs will
require high science, technology, engineering, and mathematics (STEM) content.
Additionally, a 2015 study by Deloitte highlighted that “digital know-how” will be the
highest-priority skill for businesses of the future. These findings underline the importance of
the education system as a tool for promoting digital skills and literacy to prepare students for
the future digital workforce.
13

However, the education system in the OECS region has failed to focus on high-level
Information and Communication Technology (ICT) related training and skill development as
a priority area at any level (Pacheo & Pacheo 2020, OECS 2012, Gaible 2009). The region’s
educational institutions are not producing enough graduates with the workforce-ready
technical and “soft” skill sets in growing demand from digitally-enabled industries.
Moreover, women and girls are less likely to participate in STEM courses due to prevailing
social norms, making them less prepared for the most promising digitally enabled fields of
employment. Furthermore, the region suffers from significant brain-drain with top talent,
leaving the smaller islands to pursue opportunities in larger regional and global markets.
Those who stay often do not find their skills fully utilized. (WB, 2020).
This consequently points to the need for the OECS region to implement education policies
that accommodate new requirements for digital skills training schemes and make digital
competencies a part of the region’s education goals. Training in digital competencies,
including soft skills, ought to be integrated in the education system at all levels. Such
programmes should allow for flexibility to be modified according to technological changes
(UN, 2018).
In light of this, several projects have been executed throughout the region to foster digital
skills through the education systems. For example, in February 2020, several schools in St.
Lucia were able to benefit from the ProFuturo Digital-Education program, which aims to
provide access to digital education using technology and to provide students with training in
skills and competencies for future personal and career opportunities. Moreover, the St.
Lucian Government approved the ‘ICT in education’ policy in 2019.
Teachers also play a significant interactive role in the adoption and implementation of ICT in
education. This is because they are responsible for the teaching and learning process and
identify ways of integrating technology into classroom practices to enhance student learning.
Thus, the adoption of ICT innovations is dependent on their willingness and abilities (Mooij
& Smeets, 2001).
Nonetheless, many teachers in the OECS region lack ICT knowledge and skills, creating a
significant obstacle to implementation (Pougatchev, 2007). Thus, adequate training programs
for teachers to ensure they are proficient in using ICT and can facilitate the use of these
devices in the classroom are necessary for the region. Against this backdrop, in 2016, The
Organization of Eastern Caribbean States Education Reform Unit (OERU) coordinated the
design and development of an ICT course for Teachers in the region as an essential
prerequisite for introducing ICT into the education systems of the Eastern Caribbean States.
More recently, in 2018, the Commonwealth Digital Education Leadership Training in Action
(C-DELTA) programme was executed in Antigua and Barbuda and St. Lucia to prepare
teachers and students to use digital skills for lifelong learning and to bolster the ICT
education policy commitment of the islands to employ ICT effectively for teaching and
learning.
Conclusively, education is an essential tool for equipping students with the relevant skills and
literacy required to participate in the future digital workforce. Thus, measures such as elearning and ICT school-based frameworks and strategies and further teacher training
programs should be implemented in the OECS region. This will maximize the use of the
potential digital technologies in teaching and ensure that educational systems keep abreast of
new digital developments (COL 2015).
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Promotion of digital skills in the Private Sector
Digital technologies can be used to enhance the productivity and competitiveness of
businesses by fostering innovation and reducing the costs of various business practices
(OECD, 2019). Thus, the existing workforce needs to have sufficient advanced digital skills
and literacy to take advantage of such digital technologies in the workplace and to be able to
adapt to emerging technologies.
However, only a small percentage of the workforce has formal training in advanced ICTrelated areas in the Caribbean. This ultimately restricts digital technologies' effectiveness in
the workplace and limits the human resource talent pool to recruit personnel for the ICTES
sector (Pacheo & Pacheo 2020). Thus, Governments in the OECS region should provide
sufficient funding and support to ensure that businesses and employees have the necessary
tools, skills, and resources to achieve the tangible benefits from digital technologies. This
includes hosting digital skills training programs for the existing labour force. Governments
also ought to prioritize establishing the legal and regulatory frameworks that foster business
and consumer confidence in establishing a more extensive digital economy.
Promotion of digital skills in the Public Sector
Digital transformation through public sector modernization can help improve efficiency and
competitiveness in the region. Such modernization involves technologies becoming
progressively embedded in public sector activities to improve public services' internal
efficiency and delivery. Consequently, as the primary providers of public services, public
authorities must have adequate skills and knowledge to utilize the ICTs and effectively
provide and deliver digitally enabled services to citizens and businesses. Moreover, senior
public officials need to understand emerging technologies and their roles in the digital
transformation process to make informed strategic decisions on related investments and
develop future-oriented digital strategies (OECD, 2019). Nevertheless, the OECS region's
governments do not have specific strategies to attract, create or retain ICT-skilled public
servants. This highlights the need for coherent and coordinated policy actions to develop
public servants' skills and training required to support a data-driven public sector.
Conclusively, to grasp the new opportunities that digital technologies are creating, citizens of
the OECS region must obtain the relevant digital skills and literacy to make meaningful use
of these technologies. Thus, there is a need for targeted programmes on a national and
regional level to train citizens either in the general and specific use of digital services and for
strategic interventions, addressing curriculum development and national human resource
development and training, including public sector training.
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4 Digital technologies that should be
embraced by the ECCU countries to
promote economic development
“The fourth industrial revolution is not defined by any particular set of emerging
technologies, but rather by a transition to entirely new systems that are being built on the
infrastructure of the [previous] digital revolution” (Schwab, 2016).
Digital technologies are expanding rapidly across the world. The range of new platforms,
systems, devices, and tools is driven mainly by innovation, research, and market
demand. These technologies include artificial intelligence (AI), robotics, blockchain, internet
of things (IOT), big data, and software-enabled platforms. The current adoption of ICT and
digital technologies across the ECCU region is highly heterogeneous and lags other
comparative small states. Covid-19 accelerated the adoption of digital technology across
many governments and the private sector, as many sought new ways of serving their
customers during the strict lockdown and social distancing measures. According to
(McKinsey&Company, 2020), COVID-19 played a lead role in accelerating AI usage by 7
years. However, these changes may not have been conceptually designed with a long-term
vision, and hence, there is still much potential for significant additional adoption and
expansion in the ECCU.

Automation, Artificial Intelligence and Machine Learning
Automation, artificial intelligence, and machine learning have become one of the most
advanced emerging technologies impacting the ICT sector and are at the forefront of the
Fourth Industrial Revolution. Broadly automation refers to the simulation of human
intelligence tasks through machines and computer systems. It minimizes the human input,
ranging from simple tasks to those with high levels of complexity. The most complex form
of automation is Artificial Intelligence (AI), where machines can learn and make decisions by
analyzing past behaviors. AI solutions can be used to improve efficiency and productivity in
processes such as customer service, communications, digital orders. For the ECCU,
automation and AI have been slowly incorporated into various processes and sectors such as
education, tourism, finance, and agricultural solutions. It is anticipated that similar to
electricity, AI will transform every industry. How the region then moves from being a
consumer of AI to harnessing the $15.7 trillion industry benefits over the next ten years is
equally important. Machine learning is an advanced form of AI that uses data and
experiences to “learn” over time without additional programming.
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Figure 4.1 The relationship between automation, AI and ML

Big Data Analytics
Big Data refers to a collection of a large volume of data that grows over time
exponentially. Big data is described as more extensive, more complex data sets generated
from new data sources and more voluminous such that traditional data processing software is
unable to process. Big data analytics, therefore, has emerged as a rapidly expanding trend
impacting the IT industry. Analytics for big data examines large capacities of data to identify
correlations, insights, and hidden patterns. For the ECCU, big data analytics can improve
decision-making in critical areas for development, such as education, health, employment,
productivity, security, and natural disaster management. Big data analytics is being deployed
to lower operating costs, enhance decision-making, and develop and promote new products
and services, particularly in the ICT field.
While big data can be instrumental in providing solutions to the development challenges in
the ECCU, several bottlenecks remain in legislation, data protection and privacy, data access,
and management. For instance, mobile phone data may provide useful and accurate
geographical information of the movement of persons. However, the extent to which this
data can be extracted and used for policy development remains limited in the region.
Legislation that allows the use of big data in official statistics remains limited due to the lack
of and clear framework and guidelines for accessing, processing, and utilizing this data across
the ECCU.
Smart Home Technology
One of the most sophisticated and rapidly expanding digital trends is smart home
technology. Smart home technology allows consumers to monitor, access, and control their
home devices through advanced mobile applications, smartphones, and alternate networked
devices. This includes remotely controlling systems like lights, climate, entertainment
devices, locks, and alarm systems. Some applications can be utilized by multiple groups,
including households, utilities, and the private sector. For example, smart sensors and
meters, networks, and apps can help monitor daily consumption and operational information,
allowing all parties to optimize usage and efficiency.
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Cloud Computing
Cloud computing technology is a rapidly emerging trend used by organizations and
governments to organize digital information and resources. Cloud computing is the
foundation for other digital technologies such as big data analytics, artificial intelligence, and
the Internet of Things. It helps improve data security and optimizes efficiency in the digital
space. The underlying infrastructure necessary for cloud computing includes high-speed
broadband networks, internet exchange points, policy frameworks that address data
protection, cybersecurity, data privacy, and cross-border data transfers.

Table 4.1: Other technologies
Technology

Description

Augmented Reality
(AR) and Virtual
Reality (VR)

AR is the modification of a real-life environment to present an
interactive display using computer-generated sensory information;
VR uses this same platform to create a user experience that
immerses the user in the experience fully

3D Printing

This is a process by which a physical object is created from a
digital design and using an additive manufacturing process of
applying successive layers of material.

Internet of Things

The network of physical devices, internet-enabled that facilitate
collection and sharing of data

Robotics

The design, construction, and use of machines (robots)
incorporating mechanical, electrical, computer, and other
engineering to perform tasks that are traditionally done by humans

Blockchain

A system which is a distributed, decentralized public record of
transactions between multiple parties that are linked in a peer-topeer network; it provides a record of digital assets

The recovery timelines of the ECCU countries from COVID-19 will determine the capacity
to invest in strengthening and adopting new digital technologies. COVID-19 lockdowns have
exposed the digital divide, with many persons being excluded from digital technologies'
benefits due to lack of access to e-learning and teleworking, for example. Notwithstanding,
digital technologies can provide an impetus to productivity, support public goods, and
promote social inclusion. In addition to the investments needed in more digital technologies
in the ECCU region, investments must be made in building innovative eco-systems. The
capacity to audit systems and technologies purchased must be enhanced. Equally, the region
must move from being consumers of the technology, especially AI solutions, to
innovators. AI can provide answers to the development challenges of the ECCU. Still, there
must also be a regionwide investment in research and development for solutions that meet
this region's specific needs.
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5 How to expedite
government services

digitalization

of

The adoption of digital technologies, particularly in the provision of government services,
can improve citizens' lives. E-Government has become increasingly important over time,
particularly for small states such as the ECCU region. It is anticipated that digital
transformation, focusing on government services, will help accelerate the region’s social and
economic recovery in the post-COVID-19 era. A digital transformation agenda will be
necessary for inclusive economic and social recovery in a post-COVID recovery. The
pandemic has pushed many governments to develop, adapt and implement a range of egovernment tools in response to a myriad of health, social, education, and continuity of
public services during the pandemic. The sustainability and robustness of the tools, systems,
and technologies adopted will be necessary for the region’s overall e-government progress.
In the ECCU region, COVID-19 has been the impetus for enhanced digital services provision
in education, health care, and other public sectors. Observatory evidence points to new elearning and telemedicine tools, online payment systems, and other e-government portals
which have emerged during the pandemic. However, not every citizen has been able to
benefit from such services equitably. The pandemic has highlighted the digital divide,
particularly concerning access to devices and broadband services, especially in providing
education services. For other citizens, access to these services has also been hindered by
affordability and digital literacy.
Government transactions have typically been considered time-consuming and cumbersome.
Before the pandemic, it was estimated that the average time to conduct one governmentrelated transaction in the Caribbean was an average of 5.4 hours, with 90% of transactions
requiring face-to-face interaction and only 4% available online (Roseth, Reys, & Santiso,
2018). According to the United Nations (UN) E-Government Development Index (EGDI),
the ECCU region improved its rankings with an average of 94 in 2020, compared to 103 in
2018. The highest scores were in the Human Capital Development (average 0.75) and
Telecommunications Infrastructure Index (average 0.60). The greatest challenges were
identified in the online service (average 0.41) and e-participation (0.39) indices. Barbados
has the highest EGDI ranking among Caribbean countries, with a stand-alone e-government
policy. In the ECCU, online service development has been hindered by the absence of an
effective e-government policy. In many cases, e-government falls within broader ICT
strategies which are dated.
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Chart 5.1: EGDI Rankings for ECCU Countries 2018 and 2020

Source: UN-Department of Social and Economic Affairs, 2020

The ECCU region faces a range of challenges that inhibit e-government advancement in
several areas. These include weak implementation capacity, limited financing related to the
lack of economic scale, and low levels of regional collaboration on common platforms,
regulation and policy, and standards. Public sector modernization programs across the ECCU
(Saint Lucia and Grenada) are expected to improve some of the foundations for robust digital
government services. The ongoing projects include digital payment platforms, digital
authentication and signatures, cloud infrastructure, mobile and web portals, and a heavy focus
on the digitalization of services. For example, in Saint Lucia, the digiGov project, led by the
Department of Public Service, aims to provide over 154 government services online. At the
regional level, the Organisation of Eastern Caribbean States (OECS) Commission has
embarked on a unique digital ID for the region, which is expected to accelerate and enable
the digital economy.
The different stages of e-government development in the ECCU region can be partly
addressed from a regional approach to e-government solutions. Recent regional projects,
including the CARCIP and HIPCAR projects, have demonstrated a regional approach's
benefits. Under the CARCIP were able to procure broadband infrastructure as a group, with
cost savings. Apart from cost savings, there are other benefits in knowledge sharing,
standardisation, and quality and inoperability improvements. Software sharing is not new to
the region, with many countries already using the Automated Systems for Customs Data
(ASYCUDA). Organization of Eastern Caribbean States Commission has also had success
with the Electronic Government for Regional Integration Project (EGRIP) project, which
sought to provide a suite of e-government laws for adoption by the member states. Despite
the progress, barriers related to access and inclusion are expected to linger in this
region. Similarly, security and data protection issues will be increasingly important as more
government services are offered online, particularly if the digital ID initiative is implemented
fully.
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Case studies of small developing states that have successfully initiated digital
transformations at the public and private sector levels
Small Island Developing States (International examples)

The Case of Singapore
E-Governance: Singapore has a ‘one-stop-shop’ government portal that provides access to specialized
portals servicing e-participation, e-services, open data and public procurement. The Government has also
created digital platforms enabling citizens to plan and monitor their social security savings or report issues
with government services. The Singapore Public Service has also made major changes to organizational
structures, placing data at the front and center of agency digital transformation efforts.
Legislation: The country has a Personal Data Protection Act as well as legislation on cybersecurity
outlining various obligations for ensuring that appropriate measures are in place to prevent and respond to
cybersecurity threats and incidents
Data Science competency framework: this framework is being strategized, supporting the provision of
structured training to enhance the data capabilities of public officers.
Silver Infocomm Initiative: The Government launched the Silver Infocomm Initiative to integrate older
persons into the digital community and to help bridge the digital divide.

The Case of Fiji
e-Governance: the Fijian Government established an e-government program which encompassed the
delivery of government services via an e-government portal and the development of the Government
Information Infrastructure (GOVNET). GOVNET connects government offices and e-community centres
(‘telecentres’) located in schools.
Digitisation of civil registries: Registries such as the Births, Deaths and Marriages Registry, the Registry
of Companies and the Registry of Titles and Deeds are available online and tax and superannuation
information is also accessible through an e-profile.
DigitalFIJI : In June 2018, the government launched a new platform and a mobile app, DigitalFIJI,
providing a directory service with contact information for government departments and entities and a
feedback system allowing users to submit feedback on government services.
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Small Island Developing States (regional examples)

The Case of Bahamas
Establishment of an e-Procurement system: The eProcurement and Supplier Registry (ePSR) was
implemented to promote increased efficiency, transparency and participation in tenders by Micro,
Small and Medium enterprises.

The Case of Guyana
Implementation of ICT Hubs: 173 ICT hubs were implemented in communities throughout the
country, providing access to free internet and equipment. This initiative successfully reached remote
communities where communications were limited, fostering education and e-learning around the
country
'Guyanese Girl Code (GCC)’ training program: This program was launched in 2018 with the aim
of teaching beginners coding/programming to Guyanese girls aged 11-14. The goal was to address the
gender disparity in Guyana’s ICT sector and to ensure girls had the relevant skills to participate in the
field.

For the Eastern Caribbean region to move forward with its digital plan, it is important to
gauge where each country is regarding its digital transformation. The following section
attempts to provide a benchmark or baseline assessment of digital readiness in the Eastern
Caribbean, digital readiness index, that could be updated annually to gauge progress or lack
thereof concerning digital transformation.

A customized benchmark/index that can be leveraged to assess the transformation path
of the region
The concept of digital readiness is complex but critical for development and is highly
relevant for advancing growth and development in the ECCU region. The term is broad and
covers multi-faceted dimensions of the digital economy, making a strict definition
cumbersome. For this paper, digital readiness is defined as the readiness to adopt technology
and the ease with which citizens could create new innovative opportunities using this
technology to bring about a desired state of change at a faster, more efficient pace. The
varying dimensions of digital readiness relate to technology availability, affordability, human
capacity, and institutional, legal, and regulatory considerations.
The digital readiness index proposed in this chapter attempts to combine what are perceived
to be essential determinants to a digital economy into an aggregate composite index. The
focus of digital readiness is on the structural characteristics and factors which are unique to
small states such as the ECCU region. To build an understanding of the factors supporting
digital readiness, a framework was developed to define, measure, and discover the critical
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interventions that can help the ECCU move forward in their digital readiness journey. The
index draws heavily on the methodology adopted by the International Telecommunications
Union (ITU) ICT Development Index. Whereas the ITU ICT Development index focuses
heavily on 3 pillars of Infrastructure and Access, ICT Use indicators, ICT Skills indicators,
and eleven components, this index proposes a broad approach that includes thirteen various
elements to determine a country’s digital readiness. The three pillars are Digital
Infrastructure, Digital Platforms, and Facilitation.

Methodology
The Digital Readiness Index combines the critical components of moving to a digital
economy into an aggregate composite index. It provides a static view of the readiness of a
country at a point in time. It quantifies the level of readiness by using available data.
Proxy Indicators and Data Sources:
The thirteen components analyzed to determine a country’s digital readiness were:
Pillar One: Digital Infrastructure
1. Mobile Cellular Subscription (per 100 people)
This indicator is also used in the ITU-ICT Development Index. It refers to the number of
subscriptions to mobile telephone services, both the number of postpaid subscriptions and the
number of active prepaid accounts. This data is sourced from the ITU database. For the
ECCU this indicator averages 123.8 per 100 people, indicating that a significant proportion of
the population owns more than one mobile cellular. However, it may be a misleading
indicator in terms of access as some citizens may hold two phones, (one personal and one
business), but does not necessarily capture the population that does not own a mobile phone.
Similarly, one may own a mobile phone but not necessarily have access to a data package
that enables full utilization of mobile cellular features. The ITU ICT Development Index
classifies this indicator under infrastructure and access. In this index, it is also categorized
under infrastructure.
2. Fixed Broadband Penetration (per 100 people)
This indicator is also used in the ITU-ICT Development Index. Fixed-broadband
subscriptions represent the number of fixed subscriptions for high-speed access to the
internet. This data is sourced from the ITU database. The average subscription in the ECCU
is 24.4 per 100 people, a relatively low penetration rate. The ITU ICT Development Index
classifies this indicator under usage. In this index, it is categorized under infrastructure.
3. Mobile Broadband Subscription (per 100 people)
This indicator is also used in the ITU-ICT Development Index. Mobile-cellular telephone
subscriptions per 100 inhabitants represent the number of persons using data and voiceenabled mobile broadband subscriptions. The average for the ECCU is 58.4 per 100 people,
an indication that only half of the population have mobile broadband subscriptions despite a
high rate of cellular ownership. The ITU ICT Development Index classifies this indicator
under usage. In this index, it is categorized under infrastructure.
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4. Percentage of individuals using the Internet
This indicator is also used in the ITU-ICT Development Index. Percentage of individuals
using the internet refers to people who used the internet from any location and for any
purpose, irrespective of the device and network used, in the previous three months, (ITU,
2017). The average for the ECCU is 61.9%, an indication that a significant proportion of the
population may still be offline. The ITU ICT Development Index classifies this indicator
under usage. In this index, it is classified under infrastructure, as individuals may be
restricted by geographical location, access to a device, electricity or other factors which are
inherent to small and remote populations.

Pillar Two: Digital Platforms
5. Cybersecurity Index
This indicator is not used in the ITU-ICT Development Index. The National Cyber Security
Index is a global index, and a publicly available global database, which measures countries'
preparedness to prevent cyber threats and manage cyber incidents. It covers issues such as
denial of e-services, data integrity breaches, and data confidentiality breaches. This is
included in the index as it is essential, particularly in small states, where threats can
undermine entire ICT systems. This has also been highlighted as an area that needs particular
attention in the region to advance the digital economy. The average score for the ECCU is
9.7 out of 100, an indication of the low level of cybersecurity development. In this index, it
is classified under Digital Platforms.
6. Global Cybersecurity Index
This indicator is not used in the ITU-ICT Development Index. The Global Cybersecurity
Index measures the commitment of countries to cybersecurity. It is compiled by the ITU.
The average score for the ECCU is 0.1 out of a maximum of 1, similar to the cybersecurity
index, reflecting a low level of cybersecurity development in the ECCU.
7. Percentage of population with 3-G coverage
This indicator was recently added to the 2018 ITU-ICT Development Index. The percentage
of the population with 3-G coverage attempts to capture the number of persons who have the
least internet bandwidth coverage. While 4-G has been rolled out in some ECCU countries,
the data on coverage is sparse and could not be used in this study. This data is sourced from
ITU. The average score for the ECCU is 85.5%, an indication of acceptable levels of
coverage. In this index, it is classified under platforms.
8. E-government Index
This indicator is not used in the ITU-ICT Development Index. The e-government index is
compiled by the United Nations (UN). The E-Government Development Index (EGDI)
measures three components: readiness, provision of online services, telecommunications
connectivity, and human capacity. The average score for the ECCU is 0.58, an indication of
acceptable levels of online access to government services. In this index, it is classified under
platforms.
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Pillar Three: Facilitation
9. Digital Financial Services [Number of ATMs per 100,000 household]

This indicator is not used in the ITU-ICT Development Index. The level of digital finance
access and adoption is important for the development of the digital economy. No data was
readily available for this indicator; however the number of ATMs per 100,000 household was
used as a proxy indicator for access to online financial services. This data is derived from the
International Monetary Fund Financial Access Survey. The average score for the ECCU is
53.4, an indication of relatively low access. In this index it is classified under facilitation
10. Ease of Doing Business
This indicator was not used in the ITU-ICT Development Index. The ease of doing business
score and rankings are compiled by the World Bank annually. This indicator is widely used
to assess trade facilitation and competitiveness across economies as it measures many various
aspects of doing business. The average score for the ECCU is 58.2, an indication of low
levels of development in several business transaction aspects. In this index it is classified
under facilitation.
11. Human Capital Index
This indicator was not used in the ITU-ICT Development Index. However, under the ICT
Skills pillar, mean years of schooling, gross secondary enrollment, gross tertiary enrollment,
and individuals with ICT skills are used. The human capital index is compiled by the World
Bank and uses similar components. This index is used to assess critical components of
human capital across countries. The average score for the ECCU is 0.57. In this index, it is
classified under facilitation.
12. Regulatory Environment Index
This indicator was not used in the ITU-ICT Development Index. The ITU Regulatory tracker
is used for this indicator. The average score for the ECCU is 66.4. In this index, it is
classified under facilitation.
13. Digital Entrepreneurship [Trading across borders]

This indicator is not used in the ITU-ICT Development Index. Digital entrepreneurship is
important for the rapid advancement of a digital economy. No data was readily available for
this indicator; however, the World Bank trading across borders score was used as a proxy.
For the ECCU, the average trading across borders score was 72.8, highlighting the challenges
faced in importing and exporting within the region. This indicator is classified under
facilitation.
Table 5.1: Data used for the Digital readiness index
INDICATOR

Antigua
and
Barbuda

Dominica

Grenada

St.
Kitts
&
Nevis

Saint
Lucia

St. Vincent
and the
Grenadines

Digital Infrastructure
Mobile Cellular Subscription
(per 100 people) (2019)

192.8

105.8

102.0

147.7

101.7

92.9

Weights
%

Aggregate
Weight

25

40

25

INDICATOR

Antigua
and
Barbuda

Dominica

Grenada

St.
Kitts
&
Nevis

Saint
Lucia

St. Vincent
and the
Grenadines
Weights
%

Digital Infrastructure
Fixed Broadband Penetration
(per 100 people) (2019)

9.4

16.1

22.8

55.8

17.7

19.5

25

Active
Mobile-Broadband
subscription (per 100 people)
2017
% of Individuals using the
Internet (2017)

50.3

93.9

58.0

51.6

42.5

54.0

25

73.0

67.0

55.9

76.8

43.1

55.6

25

Cybersecurity Index - National
Cybersecurity Index (2019)

11.7

3.9

14.3

10.4

9.1

9.1

25

Global Cybersecurity Index
(ITU 2017)
% of Population with 3-G
coverage
E-Gov. Index (2019)

0.2

0.0

0.1

0.1

0.1

0.2

25

99.0

95.0

81.9

100.0

37.1

100

25

0.7

0.6

0.6

0.6

0.5

0.6

25

Aggregate
Weight

Digital Platforms
40

Facilitation
Digital Financial Services
[Proxy with Number of ATMs
per 100,000 population]

66.0

34.3

44.5

99.7

41.5

34.9
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Ease of Doing Business Score
(2020)
Human Capital Index

60.3

60.5

53.4

54.6

63.7

57.1

20

0.6

0.5

0.6

0.6

0.6

0.5

20

Regulatory Environment (2018)

40.8

72.5

74.0

46.0

85.0

80.0

20

Digital Entrepreneurship [Proxy
with Trading Across Borders]

68.7

74.3

61.5

81.0

73.9

77.4

20
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Constructing the Index
The Digital Readiness Index is a composite index calculated from various indices and data
points, as shown in table 5.1. There are four steps in constructing the index:
Step 1: determining the components necessary for digital transformation;
Step 2: selecting and compiling proxy indicators;
Step 3: applying normalization methodology to data; and
Step 4: computing and aggregating the index.
Step 1 and Step 2 have already been described above.
Normalization of data
Data normalization is undertaken to transform the data set such that they are presented in the
same unit of measurement. The distance to a reference measure is the normalization method
used in this index, similar to that used in the ITU ICT Development Index. The reference
measure is the ideal value that could be reached for each variable, the ideal being the highest
number that can be achieved.
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Weighting
After applying a normalisation transformation, equal weights were applied to each of the
pillars, summing to 100. The IDI scores range from 1 to 10. An average is used to determine
the score per pillar and an average across pillars for the overall score. Pillars 1 and 2 are
assigned a weight of 40, while the third pillar was assigned a weight of 20 due to the level of
subjectivity in this pillar.
Sensitivity Analysis
The study conducted a sensitivity analysis on the proxy indicators in the digital readiness
index to assess the results' robustness. A correlation matrix was prepared and used to
determine the extent of the relationship between these proxy indicators. There was no
evidence of unsatisfactory levels of correlation between the indicators.
Limitations
The index has a level of subjectivity as the indicators used are chosen based on access to the
author's data and preference. The justification for weighting can also be questioned as to
which pillar should carry the heaviest weights. However, careful consideration was given to
the selection of proxy indicators, compiled in most cases by internationally recognized
agencies and with a comprehensive coverage of countries.
Key findings
Overall digital readiness index scores ranged between 4.4 and 6.0 out of a maximum possible
total of 10. The overall average readiness score was 5.3. No country obtained a perfect score
on any of the 3 pillars examined. The scores indicate that the ECCU region is in the middle
stage of digital readiness. The pillar which is at the lowest level of development (infancy
stage) is that of facilitation. The average score for facilitation is 3.0, with the highest country
score in St. Kitts and Nevis (3.3). The most developed pillar was digital infrastructure, with
St. Kitts and Nevis leading with a score of 8.1. The scores, on average, are similar to that of
the ITU Development Index (2017).

Table 5.2: Digital Readiness Index Result

COUNTRY
ST. KITTS AND NEVIS
ANTIGUA AND BARBUDA
ST. VINCENT AND THE
GRENADINES
GRENADA
DOMINICA
SAINT LUCIA

DIGITAL READINESS (DRI)
SCORE
RANK
SCORE
(ECCU)
6.0
1
5.8
2

ITU IDI READINESS SCORE
2017
RANK
SCORE
(WORLD)
7.2
37
5.7
76

5.5

3

5.5

82

5.3
4.6
4.4

4
5
6

5.8
5.7
4.6

73
77
104
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ST. KITTS AND NEVIS
ANTIGUA AND BARBUDA
ST. VINCENT AND THE
GRENADINES
GRENADA
DOMINICA
SAINT LUCIA
REGIONAL AVERAGE

Digital
Infrastructure
8.1
6.8

PILLAR
Digital
Platforms
6.5
7.7

Facilitation
3.3
2.9

Overall Score
6.0
5.8

6.2
6.1
6.1
5.4
6.4

7.3
7.0
4.7
4.6
6.3

3.0
2.8
2.9
3.2
3.0

5.5
5.3
4.6
4.4
5.3

Conclusion
Developing a digitally ready economy requires a holistic approach across multiple
components. In the ECCU, the initiative has been led mainly by the public service, with
deficient levels of innovation and digital transformation in the private sector. While COVID19 would have accelerated some of the digital transformation stages, there remains quite a bit
of work to be done. This ranges from expanding government services to access to ensure that
all citizens can have equal access and reduce the digital divide. It also includes education,
quite apart from basic digital literacy but building the technical skills that can drive a servicedriven digital economy. It also entails providing entrepreneurship opportunities that will
advance vibrant, creative and technology-savvy businesses and a more inclusive economy.
This index highlights that technology alone is not sufficient. While access appears high in the
region, other critical elements are equally important. Facilitation and affordability are
necessary to create a business-friendly environment with support for start-ups and investment
by the private sector. The government's role is to create an enabling environment with
adequate legislation and regulations that will protect investments and the rights and
investments of all.

6 A digitalization framework for OECS
businesses
Introduction
Countries don’t compete; firms do. Therefore, it is just as crucial for the Eastern Caribbean
to provide a framework for its private sector to consider digitalization as a necessity to
compete in today’s global marketplace. This chapter provides a framework for business
digitalization. The chapter reviews pertinent literature and provides a summary approach that
the ECCU countries could consider using to encourage businesses to digitalize.
The majority of businesses (66% of respondents to a business survey conducted by
PriceWaterHouseCoopers (PWC)) started their digital transformation journey within the past
few years, (PWC 2021). Many businesses have had to adopt new technologies and adapt to
the rapidly changing environment. Much of the past year's changes have happened faster
than anticipated and show that businesses can adapt and change. Going forward, the main
concerns will be around continuity and sustaining the gains that have been made. One such
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example is the rapid adjustment to some form of e-commerce and remote
working. Maintaining digital momentum requires leadership which will set the tone for
cultural and organizational change. This must be supported by investments in technology,
human capacity development, and research to guide new solutions. At the center of any
digitalization-framework will be a customer-centric focus and responding to consumer
behaviors. For businesses to grow in a digital age, there must be a deliberate effort to move
to e-commerce platforms, understand consumer behavior, digitization and process
automation, modernization of payment systems, investments in cybersecurity, human
resource development, and use of data for continuous growth and improvement.
E-commerce platforms
Building new digital platforms have become essential for businesses to tap into fast-growing
channels. These include full e-commerce offerings to websites and the use of social media
for various aspects of business sales and marketing. Moving to e-commerce platforms
requires a comprehensive set of collaborative tools that equip employees and customers to
operate in digital spaces from procurement to sales, delivery, and post-sales customer
service. Despite the slow progress in the ECCU, Caribbean businesses have set bold digital
ambitions with a greater focus on digital strategies to modernize their brand with new
capabilities (PWC 2021).
Understanding consumer behavior
Consumers are rapidly moving to a digital environment, especially during the COVID-19
pandemic. Consumers are looking for a range from single sign-on, online payments, digitally
available goods, and services with online shopping and delivery systems. However, these
offerings must be efficient and cost-effective for both parties. A wide variety of information
technology solutions are available today, which enhance a simultaneous increase in
operational efficiency while generating new and unprecedented business capabilities. To
understand consumer behavior and the market peculiarities, businesses must be inclined to
invest in research and development initiatives that will allow them to tailor solutions to their
respective offerings and value proposition. Customer Relationship Management (CRM) tools
provide an easy solution to identify consumer patterns and trends, analyze data, and provides
opportunities to build stronger customer relationships.
Digitization and process automation
One of the main benefits to businesses of digital transformation is an improved customer
experience. According to PWC (2021), 57% of survey respondents identified better customer
experiences as the number one goal for digital transformation. Other key benefits include
sharper decision-making and enhanced brand and reputation. Advanced digital technology
can improve business processes in several ways. The pandemic has shown the importance of
digital solutions for business continuity and resilience.
Automation and digitization can contribute to more agile businesses that can enhance
competitiveness and respond quickly in a vastly changing environment.
Artificial
intelligence (AI) (29%) appears to be the most prioritized emerging technology in the
Caribbean digital transformation agenda, followed by the Internet of Things (22% of
respondents) and robotic process automation (20% of respondents) (PWC 2021). The kind
of technology investments that businesses could pursue in the ECCU will largely depend on
financing and how they emerge from the pandemic. It is recognized that lockdown measures
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have negatively impacted many companies over the past year. However, businesses should
continue to make the investments that will allow them to adapt and grow. Whether complete
digital transformation packages or smaller streamlined investments are made, they will
ultimately contribute to an improved process and experience.
Modernization of payment systems
Perhaps one of the most advanced components of digital transformation in the ECCU is
online banking. However, access to banking and online banking remains a challenge. Online
payment systems are necessary for a fully integrated digital consumer experience. Some
options include FinTech innovations and services (mobile payments, for example) to
transform the business model and reach underserved populations.
Investments in Cybersecurity
Security in all forms, including network security, IT security, information security, and
cybersecurity are essential. Critical information exists on servers. It is anticipated that the
amount of information will continue to grow as digital transformation and access and use
increase in the ECCU. There is an increasing risk of more frequent cyber-attack
incidents. Hence businesses need to invest in protecting data and reassuring customers that
their data are secure. It will also ensure that there is business continuity in the event of any
attempts of breaches.
Human Resource Development
Human capital development scores in the ECCU highlight the need for rapid upskilling and
training, particularly in operating in the digital space. In the survey conducted by PWC
(2021), almost half of respondents recognized that their organization lagged in training
workers with digital era skills. Training the workforce, however, goes beyond just the
technical skills to a change in culture. As such, several factors hinder training the
workforce. In the PWC (2021) survey, the most cited factors were lack of time (18% of
respondents) and lack of budget (12 % of respondents). Other factors mentioned include a
lack of interest and structure.
A Digitalization Framework for the Eastern Caribbean Private Sector
According to Cognizant (2015), four critical areas should guide a company’s digitalization
strategy. These four areas should also drive private sector digitalization in the Eastern
Caribbean. The four areas are:
●
●
●
●

the customer experience;
products and services;
the organization; and
operations.
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Chart 6.1: Four key areas of Digital Transformation Framework

Digitize the
customer
experience

Digitize
products and
services

Digitize the
organization

Digitize
operations

Digitizing the Customer Experience
For companies to best serve their customers, it is essential to know them. Using customer
relationship management (CRM), companies can identify their customers’ historic purchases.
However, the internet facilitates more detailed analyses and customer insights, by enabling
businesses to link specific consumer preferences to potential buying habits. Such facilitation
is possible through digital footprints that customers leave behind in their day-to-day online
behavior.
Customer insights acquired through digital technology can also be used for digital marketing.
Organizations can use digital marketing tools to personalize their product and service
promotions and increase customer loyalty. With new channels of interaction, such as mobile
and social media, customers’ expectations are evolving as they now expect all of their
engagements with the company to be consistent and efficient across all available channels.
Failure of organizations to enable an omnichannel experience6 for its customers can result in
them losing customers and increasing customer dissatisfaction. Thus, establishing an omnichannel approach must be a priority for organizations.
Digitizing Products and Services
An increasing number of products today both consume and generate data, and many are
interconnected through the internet. This increased intelligence means that their usage can be
monitored, and as a result, additional products and services can be proactively offered or
maintenance can be provided when a problem is detected.
As organizations establish more sophisticated ways to understand their customers,
expectations will rise for customized products and services. Thus, businesses can break up
products into smaller pieces and then rebuild the product with the pieces that are relevant to
the needs of the particular customer. Such ‘mass customization’ is often focused on software
and service components, as they are easiest to adjust. Businesses can also implement a ‘pay
per use’ pricing strategy, enabling customers to only pay for what they use. New pricing
6

Omni-channel experience is a multi-channel approach to marketing, selling, and serving customers in a
way that creates an integrated and cohesive customer experience no matter how or where a customer
reaches out. https://blog.hubspot.com/service/omni-channel-experience
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models, such as charging extra for upgraded service, are also possible, but because pricing
has become so transparent, companies should proceed with caution.
Digitizing Operations
Advanced digital technologies can improve business processes in numerous ways. By
automating, standardizing and globally sourcing processes, organizations can become more
agile, more responsive to changes in demand, and better able to increase profitability . Such
agility is essential as competitiveness is increasingly dependent on responding and
anticipating to fast-changing market developments. Using Code Halos7 can enable businesses
to identify the changes that are needed.
Clear and ambitious targets, such as the percentage of processes that will be automated,
should be established early on to focus employees’ attention on achieving desirable
outcomes. Employees should also be given the flexibility and freedom to work anytime and
anywhere.
Digitizing the Organization
With value chains increasingly integrated among businesses, businesses can become part of a
larger ecosystem, enabling them to offer end-to-end services to their customers.
Digital technologies can support value chain players to work more closely together.
Companies can either create an ecosystem themselves, and provide a considerable number of
products and services, or focus on a niche product or service that adds value to the customer
experience and become part of an already existing ecosystem.
To work effectively within an integrated ecosystem, employees need to collaborate across
different departments. Thus, organizations will have to move away from a traditional matrix
structure, with rigid functional boundaries, towards a network structure, organizing around
sources of value, with product managers empowered to make decisions with implications that
cut across functions.
Corporate cultures also need to move toward a digital mindset; innovation should be
rewarded, employees should be trained to acquire the necessary digital skills and knowledge
and additional digital specialists can be hired. Businesses should also allow their customers to
influence produce development by enabling them to provide opinions and suggestions for
product improvements through online forums.

7

The term “Code Halo” refers to the digital information that encircles people, processes, organizations and
devices https://www.the-digital-insurer.com/building-a-code-halo-economy-for-insurance-cognizantwhite-paper-by-rajesh-shastri/
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7 Recommendations
The COVID-19 pandemic has exacerbated the many challenges that the Eastern Caribbean
faces. On average, in 2020, the economies of Eastern Caribbean countries have declined by
double digits, mainly due to the extremely negative consequences on the tourism industry as
a result of the social distancing protocols and lockdowns that were imposed to contain the
medical emergency. However, there should be no mistake that the underlying economic
weaknesses of the Eastern Caribbean were there before the pandemic. These economies
require policies that seek to build economic resilience by improving competitiveness,
implementing policies that foster macroeconomic stability, improving skills, particularly
skills for the 4IR, and building environmental resilience.
To build resilience, policymakers in the Eastern Caribbean will need to “change the wheels
while the bus is moving,”, i.e. a programme of simultaneous reforms are required. For there
to be success with overall economic transformation, digital transformation will be critical.
This research paper has examined what is needed for digital transformation in the ECCU.
Digital transformation will require that the Eastern Caribbean upgrade its infrastructure. The
more advanced economies are already rolling out 5G technology, in the Eastern Caribbean,
4G LTE has not been rolled out as yet. Incentives will be required to encourage the mobile
service providers to consider jumping straight to 5G since this technology is necessary for
optimal IoT, advanced machine learning and AI technologies. The ECCU countries will also
have to ensure that their regulatory environment is cutting edge to foster innovation and
investment. Data and information fuels the 4IR. Therefore data protection and cybersecurity
rules will also have to be in line with the best in class at the global level if the ECCU is going
to embrace the full opportunities associated with digital transformation.
The 4IR requires new skills. The ECCU is lagging in IT skills' uptake, which means that the
school curriculum must adjust to the new 4IR realities. Therefore, the ECCU should lead
efforts for a regional change in the Caribbean Examinations Council's education curriculum
(CXC). Training to upskill existing employees in the private sector and public sector will also
be critical. Where necessary, governments might have to provide fiscal incentives to the
private sectors to train their employees and provide access to direct training opportunities for
public sector workers.
The ECCU must also embrace the technologies of today and the future. The pandemic has
forced many countries and companies, including ECCU countries and companies, to adapt to
new social distancing environments such as working remotely from home, e-commerce, etc.
However, new technologies such as automation, artificial intelligence, machine learning,
cloud computing, smart homes, IoT, and blockchain technology must also be adopted if the
ECCU is to achieve digital transformation.
However, an essential aspect of any digital transformation plan must include the government
and public sector's digitalization. The governments of the ECCU must seek to place the
majority, if not all, of their services online and make them accessible to the general public.
Internal systems and processes must also all be digitalized. Therefore national digitalization
plans should be written with a vital component being digital government transformation.
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To measure progress on digitalization, it is essential to know where the ECCU countries are
now and the progress that they are making on an annual basis. To do this, a digitalization
readiness index compiled in chapter 5, it shows that ECCU countries are lagging with regards
to overall digitalization particularly, infrastructure, facilitation, and an environment
conducive for innovation.
Overall, digitalization will not amount to much if the private sector does not also embrace
technology. A private sector digitisation framework has also been proposed. It encourages
firms to digitalize the customer experience, products and services, the organization, and
operations.
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9 Appendix
Antigua and Barbuda
FACT SHEET

GNI/CAPITA
(US$)

20,895

POPULATION

95,014

UNI HDI
CATEGORY

HIGH

38

Dominica
FACT SHEET

GNI/CAPITA
(US$)

11,884

POPULATION

72,864

UNI HDI
CATEGORY

MEDIU
M
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Grenada
FACT SHEET

GNI/CAPITA
(US$)
POPULATION
UNI HDI
CATEGORY

15,641
112,139
HIGH

40

ST. KITTS & NEVIS
FACT SHEET

GNI/CAPITA
(US$)

25,038

POPULATION

48,978

UNI HDI
CATEGORY

HIGH

41

ST. LUCIA
FACT SHEET

GNI/CAPITA
(US$)
POPULATION
UNI HDI
CATEGORY

14,616
178,695
HIGH

42

ST. VINCENT & THE GRENADINES
FACT SHEET

GNI/CAPITA
(US$)
POPULATION
UNI HDI
CATEGORY

12,378
110,520
MEDIUM
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