
Building accountability and 
transparency in NGOs through digital 
transformation



As a basic operating principle, NGOs must be 
accountable and transparent to their donors and 
beneficiaries. Unfortunately, most NGOs lack 
the digital maturity to produce basic reports, 
draw insights from across the organization, 
and maintain complete visibility over their 
operations. As such, these organizations may 
struggle to fulfill fundamental large-scale project 
requirements.

Immature technology support systems, directly 
or indirectly, lead to a “crisis of accountability 
and transparency” (McGann and Johnstone, 
2006) for NGOs which may, in turn, impact the 
organization’s credibility. Developing a digital 
transformation strategy can manage these 
issues.

In its simplest form, a digital transformation 
strategy uses technology-based methods 
to improve operations, reduce waste, and 
optimize resources. Digital technologies 
offer organizations enhanced transparency, 
accountability, and standardization, while also 
streamlining monitoring, evaluation, and impact 
assessment.

However, digital transformation is not the same 
as deploying digital tools. There are three key 
transformation themes that an organization 
must address if it is to completely transform its 
business:

1. Organizational transformation: evolving 
the way teams and people operate within 
the organization

2. Technology implementation: using 
hardware, software, and online infrastructure 
to successfully streamline operations and grow 
engagement with beneficiaries

3. Data transformation: creating consistent 
approaches to the way the organization collects 
and uses data

When examining NGOs specifically, an 
insufficient or incomplete digital transformation 
strategy can erode the beneficiary impact, make 
it more difficult to secure funding, and introduce 
inefficiencies throughout operations.

To illustrate the value of an effective and 
comprehensive digital transformation strategy for 
NGOs, we explore a case study from the Genpact 
Social Impact Fellowship (GSIF) program. As part 
of this program, the team engaged a local NGO 
over the course of two years to help build their 
digital capabilities in order to enhance visibility, 
transparency, accountability, and efficiency – and 
by extension, drive impact for its members.
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Figure 1. Journey to drive impact
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Demonstrating the value of digital 
transformation in NGOs
As part of this initiative, the GSIF team worked 
with the NGO to infuse technology within 
existing processes to expand the organization’s 
reach to beneficiaries, reduce project timelines, 
and cut costs. The program leveraged three 
digital solutions:

1. Technology intervention: Deploying Asana, 
a customized project management system

As a first step, the NGO and GSIF team deployed 
a digital project management system to help the 
organization strengthen governance through 
improved program visibility, monitoring, and 
evaluation. Using Asana, the NGO was able to:

 � Outline the roles and responsibilities of each 
staff member, as well as specific delivery 
timelines for key tasks

 � Determine the status of all tasks 
and activity

 � Monitor and measure team member 
performance over time

2. Technology intervention and data 
management systems: Implementing 
additional support systems to optimize the 
new project management tool

Following the Asana deployment, the NGO 
implemented Zoho Desk, a customer service 
software solution, to help streamline activity 
and monitor workflows. Using Zoho Desk, the 
NGO was able to:

 � Implement a query management tool and 
ticket management system to improve 
query resolution timelines from 3–5 days to 
2–3 hours

 � Develop a knowledge management system 
to store the latest research, government 
policies, and other documentation to 
enable self-service options for grassroots 
NGOs

Figure 2. Tools selected for final implementation
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 � Leverage Zoho Desk to 
manage all queries 

 � Enable ticket creation 
via email

 � Create KMS within 
Zoho Desk
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Create prototypes for both 
one-time and recurring 

tasks

 � Use Google Drive and 
CamScanner to upload and 
save relevant documents 

 � Integrate with Asana to 
ensure all data is linked with 
respective tasks 

 � Create nomenclature to save 
and retrieve data 

 � Develop both baseline 
and follow-up online 
assessments  

 � Develop a customized 
report generation tool to 
track NGO progress
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Sharing best practices to enable wide-scale 
change
As part of this program, the GSIF team 
identified the following best practices for 
other NGOs as they embark on a digital 
transformation journey:

 � Digital transformation affects every area 
of the organization and requires effective 
change management. As such, it is 
extremely important to have a dedicated 
leader to oversee the strategy development

3. Organization transformation: Embracing 
a service agency model to optimize internal 
resources

As a final step, the GSIF team helped the 
NGO implement a service agency model, 
which outsourced the operations of non-core 
activities, such as finance and accounting, 
marketing, HR, legal, and compliance. This 
model leverages fully embedded technology 
to ensure adherence by all stakeholders 
to relevant processes, thereby enhancing 
credibility, transparency, and accountability.

The service agency model enabled the NGO to 
optimize resources and drive cost efficiencies; 
the team was also able to standardize processes 
across grassroots NGOs to expedite service, 
better manage program elements, and focus on 
the organization’s mission.

The below graphic (table 1) highlights how the 
service agency model employed digital tools 
such as Google and Microsoft Forms, Excel 
sheets, social media platforms, and digital 
communication tools to manage program 
onboarding and activity.

Pre DTS implementation Pre DTS implementation

26-month timeline 15-month timeline, a 42% reduction

Person dependent Process oriented using a tech-driven outsourcing 
model

90-day physical training 10-15 day physical training

In-person assessment  Established online assessment system 
via Goonjan 

388 assessment parameters 204 assessment parameters 

No helpdesk capability Introduced central support unit to 
manage all queries   

Table 1. Shift in operations post DTS intervention
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Embracing the power of digital transformation 
in the social sector
Technology not only helps build NGO 
credibility but also promises to deliver better 
funding prospects, improved efficiency, and 
reduced costs through enhanced governance, 
communication, and documentation systems. 
By developing a comprehensive digital 
transformation strategy, the organization is also 

better able to see and interpret trends related to 
beneficiary impact at an early stage and adjust 
the program as necessary to drive impact.

This case study demonstrates how the social 
sector should consider building its digital 
maturity to strengthen, scale, and innovate 
more rapidly.

 � By building capabilities within the 
organization, individuals can offer small yet 
important improvements, driving impact 
for the organization overall

 � Digital transformation is an ongoing 
process. It is important to continuously 
evaluate and upgrade the tools so that the 
organization can keep pace with the rapidly 

changing technology environment

 � Every digital transformation initiative 
requires a change of culture. Enable clear 
and consistent communication with 
employees through a variety of channels, 
such as email, posters, informal chats, 
and meetings

This point of view is authored by Manjari Misra, Social Impact Fellowship consultant, at Genpact, Pooja 
Malik, Member of Project Management Office, Social Impact Fellowship at Genpact, Surajit Misra, 
Social Impact Fellowship consultant, at Genpact, Tarun Monga, Social Impact Fellowship consultant, at 
Genpact, and Tanveer Khara, Social Impact Fellowship consultant, at Genpact.
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About Genpact

Genpact (NYSE: G) is a global professional services firm that makes business transformation real. Led by our purpose -- the relentless pursuit of 
a world that works better for people -- we drive digital-led innovation and digitally enabled intelligent operations for our clients. Guided by our 
experience reinventing and running thousands of processes for hundreds of clients, many of them Global Fortune 500 companies, we drive real-world 
transformation at scale. We think with design, dream in digital, and solve problems with data and analytics. Combining our expertise in end-to-end 
operations and our AI-based platform, Genpact Cora, we focus on the details – all 100,000+ of us. From New York to New Delhi, and more than 30 
countries in between, we connect every dot, reimagine every process, and reinvent the ways companies work. We know that reimagining each step 
from start to finish creates better business outcomes. Whatever it is, we’ll be there with you – accelerating digital transformation to create bold, lasting 
results – because transformation happens here. Get to know us at Genpact.com and on LinkedIn, Twitter, YouTube, and Facebook.
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