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1. INTRODUCTION

The national report was created within the framework of the Digital In-
clusion Initiative (DII"), a regional project implemented in Albania, Bosnia
and Herzegovina, Kosovo, North Macedonia, and Serbia, and funded by
the European Commission. The goal of the project is to enhance the role
of civil society organizations (CSOs) in the Western Balkans in advocating
for participatory democracies and supporting the EU accession process by
strengthening their capacities for policy development and advocacy for
digital inclusion. In Albania, we know little about the state of digital exclu-
sion. The report aims to fill the gap by offering a comprehensive analysis of
digital inclusion in the country.

The report draws on a combination of data sources, including national
policy documents, a regional policy questionnaire, interviews, and focus
group discussions. The analysis began with a review of Albania’s key na-
tional strategies relevant to digital inclusion, such as the Intersectoral Strat-
egy for the Digital Agenda 2022-2026 and the National Broadband Plan
2020-2025. The desk analysis was guided by a regional policy question-
naire used across all countries participating in the DII. The questionnaire
included numerous indicators grouped across themes such as access, af-
fordability, digital skills, usability of services, governance, and inclusiveness.
Primary data collection was carried out to capture diverse experiences and
perspectives related to digital inclusion. Semi-structured interviews were
conducted with experts, civil society representatives, government officials,

1 www.diiproject.net
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and service providers, while focus group discussions in-
volved older adults, teachers, rural residents, and users
of the e-Albania platform.

The findings of the report reveal a fragmented digital
inclusion landscape in Albania. While internet access
and smartphone use are widespread, significant dispar-
ities persist in terms of digital skills, usability of services,
and the accessibility of digital platforms for vulnerable
groups. Older adults, people with disabilities, rural resi-
dents, low-income households, and marginalized com-
munities such as Roma and Egyptian populations face
persistent barriers to meaningful participation in digital
life. Strategic frameworks acknowledge the importance
of digital inclusion but rarely operationalize it or allo-
cate sufficient funding for implementation. Civil society
organizations play a critical role in bridging gaps but
lack structural support. The findings point to a need for
a clearer national framework, better intersectoral coor-
dination, improved data collection, and inclusive de-
sign and delivery of services.

Digital Inclusion Initiative

The report is organized into eight sections. Following
the introduction, Section 2 conceptualizes digital inclu-
sion and situates it within the Albanian policy context.
Section 3 provides an overview of the national context,
digital access and skills data, the strategic-legislative
framework, governance and financing mechanisms,
and alignment with EU standards. Section 4 examines
the role of key sectors, including education, health, so-
cial protection, and civil society, in advancing digital
inclusion. Section 5 reviews existing national research
and compares it with the findings of this study. Section
6 presents case examples of national practices promot-
ing inclusion. Section 7 outlines the key challenges
identified during the research, as well as opportunities
for improvement. Finally, Section 8 offers detailed rec-
ommendations for improving digital inclusion policies
in Albania, both for the general population and for vul-
nerable groups at risk of exclusion.




2. CONCEPTUALISING
DIGITAL INCLUSION

Digital inclusion (alb: pérfshirja dixhitale) is not ex-
plicitly defined in national legislation. However, its
components are articulated across several strategic
documents. The Intersectoral Strategy Digital Agen-
da 2022-2026 and the National Plan for the Sustaina-
ble Development of Digital Infrastructure (Broadband)
2020-2025 frame digital inclusion as a combination of
broadband access, digital literacy, and reduced digital
disparities, particularly in rural and marginalized com-
munities. The emphasis is on infrastructure develop-
ment, digital skills, and public service delivery through
platforms like e-Albania. Vulnerable groups are ac-
knowledged but not precisely or operationally defined.
Strategic documents reference rural communities, per-
sons with disabilities, older adults, and low-income

households. Meanwhile, interviewees and focus group
participants identified the following groups as being
at risk of digital exclusion: older adults; persons with
disabilities (including individuals with visual, hearing,
speech, mobility, and intellectual impairments); rural
residents; low-income households; Roma and Egyp-
tian communities; transgender individuals; women and
girls; young people outside education or training sys-
tems; unemployed individuals; individuals with low ed-
ucation levels; children cared for by older adults; small-
holder farmers, particularly older adults, women, and
farmers in remote rural areas. The analysis of data sug-
gests that the national understanding of digital inclu-
sion remains narrow, often emphasizing infrastructure
over empowerment. This finding was confirmed in an
interview with a Digital and Innovation Policy Expert,
who emphasized that Albania is undergoing patchy
digitalization rather than digital transformation.
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NATIONAL CONTEXT
FOR DIGITAL INCLUSION

3.

3.1 General contextual data

Albania is an upper-middle-income country with a
2023 GDP of €21.9 billion. The average monthly sala-
ry is approximately €837.59, while the unemployment
rate stands at 8.8% (Q4, 2024), with a significant-
ly higher at-risk-of-poverty rate among the unem-
ployed (39.3%) compared to those employed (10.5%).
Around 42.1% of the population is at risk of poverty
or social exclusion, indicating significant socio-eco-
nomic challenges. Rural residents make up 35.1% of
the population, while 20% of Albanians are over 65
years old, reflecting both rurality and ageing as key
factors in digital vulnerability. Educational attainment
data shows that 34.8% of people aged 15+ have com-
pleted upper-secondary education, while 20.2% have
higher education. Notably, 2.3% of the population is
illiterate, rising to 7.1% among those over 70 (Instat,
2023a).

While these figures do not directly measure digital skills
or access to technology, they provide important con-
text for understanding the structural conditions that
shape digital inclusion. Socio-economic status, age,
education, and rural residence are closely linked to dig-
ital inclusion. Individuals living in poverty are less like-

Digital Inclusion Initiative

ly to afford internet services, digital devices, or digital
literacy opportunities. Older adults often face greater
challenges in adapting to digital technologies (Citizens
Channel, 2024). In rural areas, where over one-third of
the population resides, infrastructural limitations such
as poor connectivity or lack of support services can
further restrict access (Rama & Polo, 2023). Together,
these structural barriers create the conditions for dig-
ital exclusion to persist.

3.2 Data concerning digital skills and
habits in using digital technologies

As of 2023, 86.2% of the population uses the internet,
with slightly lower usage among women (81.7%) and
significantly lower among older people aged 65-74
(52.7%). Smartphone penetration is nearly univer-
sal, with 99.8% of individuals accessing the internet
via mobile devices. However, when it comes to digi-
tal skills, only 34.4% of the population has basic skills,
23.6% intermediate, and 6.5% advanced skills—high-
lighting a significant skills gap. Data is lacking for sub-
groups, such as the unemployed, people with less than
secondary education, or those at the at-risk-of-poverty
threshold. While 53.3% of the general population uses
e-government services, there is no official data disag-
gregated by gender, age, education, or vulnerability,
despite the relevance of these indicators in EU-level
monitoring.



Table 1. Indicators for monitoring digital inclusion-population?

Population groups

Education
INDICATOR (less than Unemployed
secondary people population
school)
1 % of the population that uses 846 81.7 527 No official data No official 86.2
" theinternet § ' § ' § ' § § data
5 - % of the population that uses : No official No official No official No official data - No official 533
" e-government services © data @ data @ data § data
9 i : : : icial : ici
3. %ofthe population that 682 . 629  Nooffidal 0 tticial data | VO Official 65.5
- actively uses social media ; ; © data : data
‘0 i i : : : : :
: o o.f the popul§t|on with : No official : No official : No official : . * No official 344
4.  basic, intermediate, and : data  data data - No official data : data : 23.6
- advanced digital skills § § § § § § 6.5
: % of the population that : : : :
5, usessmartphonesorother oo, 999 955 Noofficial data | O Official 99.8
- mobile devices to access the : 5 5 5 5 data

internet

From household data, 97.1% of households reportedly mobile devices. There is no data on digital habits of house-
have internet access. Yet, only 29.2% of individuals use holds at the poverty threshold, rural/urban distinctions, or
personal computers to go online—pointing to reliance on  access to digital financial services in different regions.

Table 2. Indicators for monitoring digital inclusion-households?

INDICATOR

1. - % of households with internet access (houseiyd-level)
) % of the population that uses personal computers to 29.2

" access the internet (individual-level)
3 % of the population that uses smartphones to access 99.8

" theinternet (individual-level)

2 Instat. (2023b). https://www.instat.gov.al/media/12934/ict-2023__.pdf
3 Instat. (2024). https://www.instat.gov.al/media/14621/ict-2024_english.pdf
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Field research suggests that these statistics do not ful-
ly reflect the reality on the ground. During focus group
discussions, e-Albania users revealed that older adults
and low-income individuals often rely on intermedi-
aries (e.g., internet cafés or family members) to access
digital services, leading to issues with data privacy
and reliability of access. These groups often lack the
digital skills or tools to use services like e-Albania in-
dependently, and they are excluded from statistics that

measure meaningful use.

Another insight was that typically people engage
with digital technologies for social media, not for ac-
cessing services, learning, or activism. During inter-
views, civil society representatives highlighted the
absence of national data on persons with disabilities,
Roma and Egyptian communities, and transgender
individuals—groups that face multiple barriers but
are not visible in official statistics. Interviewees and
focus group participants called for more detailed,
disaggregated data collection that fully align with
EU-level DESI indicators to guide more inclusive pol-
icies. Teachers participating in the focus group re-
ported that infrastructure in schools is outdated, and
digital skills among educators are uneven. In many
cases, teachers use their own internet and equip-
ment, which creates disparities within the education
sector. PISA 2022 results show that the number of
computers per student in Albania is among the low-
est in Europe (OECD, 2025).

Digital Inclusion Initiative

3.3 Overview of the relevant
strategic-legislative framework

Albania’s policy framework for digital development
includes a combination of core and complementa-
ry strategies, each addressing different dimensions of
digitalization. While no single strategy fully articulates
a comprehensive digital inclusion agenda, several na-
tional documents incorporate relevant components—
either through infrastructure expansion, education re-
forms, or targeted support for vulnerable populations.
Below is an overview of key strategic documents.

Core strategies:

@ Intersectoral Strategy for the Digital Agen-
da 2022-2026: Sets out Albania’s national
vision for digital development, focusing on
broadband access, digital governance, and
improved public service delivery. Digital inclu-
sion is indirectly addressed through objectives
related to infrastructure and user access, but it
is not treated as a standalone policy goal.

National Plan for the Sustainable Develop-
ment of Digital Infrastructure (Broadband
Plan) 2020-2025: Aims to reduce territorial
disparities in internet access by expanding
high-speed broadband—especially in rural
and underserved areas. It promotes infrastruc-
ture investment through public-private part-
nerships, encourages infrastructure sharing
among providers, and targets coverage for all
households and public institutions.

Complementary strategies with digital inclusion com-
ponents:



National Strategy for Social Protection 2024-
2030: Integrates digital inclusion, particularly
for vulnerable populations. It highlights the
need for assistive technologies and removing
barriers to digital access.

National Strategy for Decentralization and
Local Governance 2023-2030: Acknowledges
the importance of strengthening local gov-
ernment units (LGUs) to deliver digital public
services.

Pre-university Education Development Strate-
gy 2021-2026: Includes digital competencies
as part of core learning outcomes and calls for
the integration of ICT in the classroom.

Strategy for the Development of Social Enter-
prises 2021-2026: Foresees digital technology
as a tool for increasing the employment and
social participation of vulnerable groups, in-
cluding people with disabilities and youth.

Cross-cutting Strategy for Gender Equality
2021-2030: Recognizes the gender gap in ac-
cess to digital tools and services, calling for
empowerment through digital skills.

National Cybersecurity Strategy 2025-2030
(not published yet): Emphasizes citizen em-
powerment through education, aware-
ness-raising, and the development of capacity
to engage safely with digital technologies.

See Appendix A for the list of strategies.

Interviews and focus group discussions revealed wide-
spread dissatisfaction with how strategies are imple-

eAlbania users, especially older adults and
rural residents, criticized the sudden closure
of physical service counters for civil registry,
pension, health, education, and social services.
Many reported being unable to access services
without intermediaries, leading to increased
costs and concerns about data privacy.

Teachers reported that while digital tools are
mentioned in education strategies, practical
support is lacking. They often rely on person-
al resources—such as purchasing projectors
or using personal phones to access the inter-
net—Ilack access to internet (or connect inter-
net through their personal phones), and train-
ing programs are not hands-on.

Health professionals and patients noted the
discontinuation of digital health initiatives like
telemedicine, and the lack of digital medical
prescriptions.

While Albania has adopted legal frameworks,
they are often top-down, fragmented, and not
evidence-based. CSOs and vulnerable groups
are not accounted for in monitoring and/or
policy design.

Other issues that affect implementation in-
cluded overlapping mandates across insti-
tutions, weak local capacity, and insufficient
monitoring mechanisms. The Director of Mon-
itoring and Incident Response at National
Cyber Security Authority (NCSA) shared that
while NCSA leads important initiatives relat-
ed to digital safety and awareness, the imple-
mentation of strategies depends on actors in
education, local governance, and social servic-
es—sectors beyond its jurisdiction. For initia-
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tives to work effectively, all these actors need
to come together and work collaboratively.
While discussing the challenges faced by the
Digital Agriculture and Rural Transformation
(DART) programme, the FAO Program Coordi-
nator highlighted the fragmentation of digital
systems in agriculture, such as the Farm Reg-
ister, RUDA, and e-Albania. These systems, she
explained, operate in “silos,” which limits the
efficiency and scalability of digital services for
farmers.

3.4 Governance

The National Agency for Information Society (AKSHI),
operating under the Prime Minister’s Office, is primar-
ily responsible for digitization and digital technologies.
AKSHI coordinates the development and administra-
tion of state information systems and promotes the
Information Society in the country. Additionally, the
Ministry of Infrastructure and Energy (MIE) oversees
telecommunications and broadband development,
implementing the National Broadband Plan and relat-
ed policies. The Electronic and Postal Communications
Authority (AKEP) serves as the regulatory body for elec-
tronic communications and postal services, ensuring

compliance with national policies.

Albania’s strategic-legislative framework established
the National Agency for Information Society (AKSHI) in
2007 to oversee digital access and inclusion. In 2017,
AKSHI was reorganized to improve its operations and
to include broader competencies in the field of infor-
mation and communication technology. AKSHI coordi-

Digital Inclusion Initiative

nates the development and administration of state in-
formation systems, promotes the Information Society,
and manages the e-Albania portal, facilitating citizen
access to electronic public services.

AKSHI is headed by the General Director, supported
by a Deputy Director and a Secretary. AKSHI includes
a wide range of departments and sectors such as the
Internal Audit Sector, the Directorate of Programming
and Development, and the Directorate of E-Gov Sys-
tems, each with dedicated sector heads and specialists.
Other directorates cover areas like E-Gov Infrastructure,
Finance and Budget, Human Resources, State Databas-
es, the e-Albania Government Portal, E-Gov Promotion,
Data Center & Backup, and Cybersecurity. Each unit
typically includes a director, one or more sector heads,
and specialists.

3.5 Financing of
digital inclusion policies

Albania’s strategic and legislative frameworks for digital
transformation and inclusion are partially funded, but
in many cases the budgets are either broad or not ex-
plicitly tied to digital inclusion goals. While documents
like the Digital Agenda 2022-2026 and Broadband Plan
2020-2025 have national and donor-supported fund-
ing, digital inclusion is not treated as a standalone pol-
icy area with its own financial allocation. For example,
the Digital Agenda is supported by the state budget
and donor contributions, but funds are mostly direct-
ed to public service digitization rather than access



and empowerment of vulnerable groups. The Nation-
al Strategy for Social Protection 2024-2030 is the only
framework with clear references to digital inclusion ob-
jectives, such as promoting assistive technology and
removing access barriers, with financial planning em-
bedded in its implementation framework. The Pre-uni-
versity Education Strategy 2021-2026 mentions digital
literacy, but implementation is often left to donor initi-
atives or pilot projects rather than consistently funded
government programs.

The largest national investments tied to digital inclu-
sion include broadband infrastructure, digital public
services, GovTech and cybersecurity capacity, and digi-
tal education. A significant investment is committed to
the National Broadband Plan (2020-2025), with fund-
ing sourced from the state budget, EU IPA funds, and
the Western Balkans Investment Framework (WBIF).
This investment prioritizes rural and underserved areas,
aiming to reach EU Gigabit Society targets. Significant
investment has also gone into expanding e-Albania, a
central platform for digital government services. While
the platform enhances access, it has limited built-in
accessibility features (e.g., no sign language interpre-
tation, no adapted content for users with disabilities),
making its inclusion potential underutilized. The gov
tech initiative led by AKSHI includes components for
service innovation, digital identity, and security. This in-
itiative has received multi-year funding from the state
budget and international donors, including the World
Bank and EU IPA. Investments in teacher training, in-
frastructure, and ICT use in schools are outlined in the

Pre-university Education Strategy, but interviews and
focus group data indicate that actual school-level fund-
ing remains insufficient. Teachers often use personal re-
sources for devices and internet.

In the ICT and public administration sector, there are
budget lines for broadband development and e-servic-
es, with investments channeled through AKSHI and the
Ministry of Infrastructure and Energy. In the social pro-
tection sector, targeted programs aim to reduce barri-
ers for people with disabilities, supported by funding
under the 2024-2030 strategy for assistive technolo-
gies and inclusive service design. The education sector
incorporates digital literacy into curricula, with some
funding allocated for teacher training and school con-
nectivity; however, implementation varies by munici-
pality. In the cybersecurity sector, initiatives related to
cyber hygiene, awareness campaigns, and digital trust
are mostly donor-financed and only indirectly linked to
digital inclusion.

Key donors and international mechanisms supporting
digital inclusion components in Albania include the Eu-
ropean Union, which provides funds used to co-finance
broadband infrastructure, digitization of public servic-
es, and education modernization. The Western Balkans
Investment Framework (WBIF) is a major co-financer
of broadband rollout, particularly in rural regions. The
World Bank finances digital governance improvements,
especially through gov tech platforms. The Europe-
an Bank for Reconstruction and Development (EBRD)
supports small-scale innovation and public-private
partnerships related to ICT and digital skills. GIZ (Ger-
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many) provides technical assistance and training in dig-
ital competencies, especially in vocational education
and employment services. The UNDP supports inclu-
sion-oriented projects, such as e-accessibility and local
governance digitization. The Albanian-American Devel-
opment Foundation has introduced an ICT curriculum
to elementary education in Albania to help narrow the
digital divide in the country.

See Appendix D, Table D1 for more information on funding.

Transparency of funding

Interviewees strongly criticized the lack of public trans-
parency in funding decisions. Currently, there is limit-
ed access to information about how and where digital
inclusion-related funds are spent. For instance, Alba-
nia’s investment of $10 million in an Al-related start-
up linked to a prominent figure (Mira Murati, former
interim chief executive officer of OpenAl) was cited as
lacking any clear economic justification, and not being
publicly debated. Policy processes are seen as exclu-
sive, with only a narrow circle of insiders involved, rath-
er than an open, consultative approach.

Efficiency of spending

Focus group participants perceived low efficiency and
poor value in how digital services are funded and de-
livered. Older adults and low-income families often pay
intermediaries to access e-Albania, suggesting that in-
vestment in platforms is not matched by investment
in user accessibility or digital literacy. Teachers report-
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ed receiving only short, theoretical digital trainings,
while schools lacked the necessary infrastructure and
maintenance support. Health professionals noted that
some digital health initiatives, like telemedicine, were
launched and then quietly discontinued, raising con-
cerns about sustainability and follow-through.

Sufficiency of funding

Across all interviewees and focus group participants,
there was consensus that digital inclusion is under-
funded. Funding tends to prioritize infrastructure and
platforms, with insufficient investment in human-cen-
tered components, such as support services, training,
accessibility features, or local-level implementation.
For example, people with disabilities remain exclud-
ed due to the absence of assistive technologies and
accessible content. Local government units often lack
the technical and financial capacity to implement in-
clusion-related initiatives, despite being key service
delivery actors.

3.6 Alignment between selected EU
framework and national legislation

The Digital Agenda 2022-2026 prioritizes e-governance
and cybersecurity, aligning with EU objectives. Howev-
er, it lacks explicit focus on solidarity and inclusion as
well as Al governance frameworks in line with EU GDPR
and Al regulations. The National Plan for Broadband
Development 2020-2025 aims to expand high-speed
internet access, particularly in rural areas, supporting



SDG 9 (industry, innovation, and infrastructure). Alba-
nia’s Education Strategy 2021-2026 incorporates digital
competencies but lacks structured certification systems
like the European Digital Skills. The gender & digital
inclusion aspect highlights that SDG 5 (gender equal-
ity) promotes gender-sensitive digital policies. How-
ever, the strategies mention gender equality but lack
specific funding and targets, resulting in weak gender
mainstreaming in digital policies. Regarding the green
digital transition, the EU Digital Decade emphasizes
sustainability in digital infrastructure, but Albania does
not have explicit climate-friendly digital strategies, and
there is little focus on digital sustainability.

3.7 Monitoring and evaluation
mechanisms for relevant policies

The strategic-legislative framework foresees a system
for monitoring and evaluating the achievement of tar-
gets and strategic goals. The National Agency for Infor-
mation Society (AKSHI) is responsible for overseeing
the implementation of the Digital Agenda 2022-2026.
A structured monitoring framework includes periodic
evaluations through biannual and annual monitoring
reports. The framework emphasizes cross-institution-
al coordination, continuous performance assessment,

and public reporting.

The National Plan for Broadband Development 2020-
2025 includes a structured system for monitoring and
evaluating its implementation. The plan establishes key
performance indicators that measure broadband pen-

etration, network coverage, service affordability, and
quality. Monitoring is based on periodic reports and
statistical indicators, with a focus on tracking broad-
band expansion in urban and rural areas. Additional-
ly, the framework includes integrated management
groups and strategic committees to assess progress
and adjust policies accordingly.

The latest monitoring reports highlight progress in
digital inclusion but note numerous challenges as
well. The reports note a steady increase in internet
access across Albania, with broadband expansion fo-
cusing on rural and remote areas. However, digital
access disparities persist, particularly for low-income
households and persons with disabilities. The reports
also emphasize efforts to reduce the digital divide by
investing in broadband infrastructure and enhancing
digital literacy programs. Delays in broadband de-
ployment and gaps in accessibility programs remain
key issues. Recommendations include stronger fund-
ing mechanisms, targeted accessibility programs, and
better inter-institutional collaboration to ensure that
vulnerable groups fully benefit from digital transfor-
mation initiatives.

Interviewees highlighted that policy implementation
is rarely evaluated against outcomes associated with
vulnerable groups. Representatives of a civil society or-
ganization highlighted that monitoring tends to focus
on infrastructure coverage or service availability rather
than meaningful access or user empowerment. While
annual reports are produced, they do not fully capture
the impact of reforms on end users. Moreover, institu-
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tional overlaps and a lack of inter-agency coordination
weaken the monitoring system.

Focus group participants—especially teachers and ru-
ral residents—felt that the disconnect between policies
and daily realities is not being detected by formal eval-
uation mechanisms. Teachers, for instance, pointed to
inadequate training initiatives and missing infrastruc-

ture that were likely counted as delivered in official
statistics. There is no dedicated mechanism to monitor
the accessibility or inclusiveness of digital public ser-
vices such as e-Albania. Vulnerable populations remain
underrepresented in both data collection and policy
monitoring and evaluation.

Digital Inclusion Initiative



4. KEY SECTORS-ROLE AND
CONTRIBUTION TO
DIGITAL INCLUSION

4.1 Intersectoral cooperation

Intersectoral cooperation is recognized as a critical en-
abler of digital inclusion in the country. National strate-
gies emphasize the importance of collaboration across
ministries, agencies, civil society, and local govern-
ments. Cooperation takes several forms, such as joint
awareness-raising and capacity-building activities, par-
ticularly with educators, youth, and local officials; com-
munity-based outreach through civil society organi-
zations and local actors; coordinated cyber incident
simulations and institutional vulnerability assessments.
Examples of cooperation exist. Civil society initiatives,
such as community-based digital skills training and
inclusive awareness campaigns, have been effective
when implemented in collaboration with local govern-
ments and national agencies. However, these tend to
be limited, project-based efforts.

The representative from the National Agency for In-
formation Society elaborated on intersectoral coop-
eration, stating that her institution works closely with
public institutions, CSOs, and local governments to
carry out training and awareness programs, particu-
larly in rural and underserved areas. However, she also
acknowledged persistent challenges, including over-
lapping institutional mandates, fragmented resource

allocation, and weak inter-agency data sharing mech-
anisms. Further, she emphasized that Albania currently
lacks a formal national coordination mechanism—such
as an interministerial working group or digital inclusion
task force—that could consolidate efforts and track
shared progress. She recommended the establishment
of such a platform to improve strategic alignment, re-
duce duplication, and enhance policy coherence.

The representative of the Digital Agriculture and Rural
Transformation (DART) Programme highlighted per-
sistent coordination challenges among governmental
agencies, especially between the Ministry of Agriculture
and Rural Development (MARD), the National Agency
for Information Society (AKSHI), and the Ministry of In-
frastructure and Energy. Fragmented data systems, such
as the Rural Development Agency’s RUDA platform, the
Farm Register, and the national e-Albania portal, and
delays in formal integration have hindered progress.
This illustrates how even well-designed programmes
face administrative bottlenecks and interoperability
challenges when intersectoral cooperation is weak.

4.2 Contribution of different sectors

Digitalization has progressed most significantly in the
telecommunications and state administration sectors.
The broadband infrastructure has expanded, especial-
ly in rural areas, contributing to near-universal internet
access—primarily through smartphones. In parallel, the

NATIONAL REPORT FOR ALBANIA 19



state administration offers over 1,200 digital public ser-
vices through the e-Albania platform. These advances
have streamlined administrative procedures and made
many services more accessible to the general popula-
tion. However, issues remain in terms of usability, in-
clusiveness, and accessibility for groups such as older
adults, persons with disabilities, and residents of re-
mote areas, who often lack the digital skills or support
to engage with these services independently.

Education and research/innovation

In education, the integration of digital competencies
into the school curriculum reflects progress at the pol-
icy level. Tools such as SMIP, Canvas, and Kahoot!, are
in use. Nevertheless, practical implementation is incon-
sistent. Focus group participants highlighted ongoing
problems such as insufficient devices, poor internet
connectivity in schools, and overreliance on teach-
ers’ personal resources. Training provided to teachers
has been criticized as overly theoretical and lacking in
hands-on, practical content. The research and innova-
tion sector, while included in strategic planning, has
advanced mostly through donor-funded projects. In-
vestment in inclusive and scalable digital research in-
frastructure remains limited.

Health and social welfare

Digitalization in the health and social welfare sectors
is less developed and marked by inconsistency. In the
health sector, telemedicine services were piloted in fa-
cilities such as the Durrés hospital but have since been
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discontinued. Pharmacists have long urged the govern-
ment to introduce digital medical prescriptions, but so
far, the proposal has remained only on paper. In social
welfare, some services like applications for pension or
orphan status have shifted online through e-Albania,
yet many users—particularly the older adults and those
in rural areas—Ilack the means to access these services
independently. As a result, they often turn to paid in-
termediaries, raising both financial and data protection
concerns. The transition away from in-person counters
has created further barriers for these groups, who are
now excluded from essential welfare services unless

supported by others.

Digitalization in financial services has progressed at a
moderate pace. There is growing use of mobile bank-
ing and digital payment tools, and the introduction of
digital identity and electronic signature systems has
helped secure online transactions. However, there is a
lack of disaggregated data to assess the inclusiveness
of these services, particularly among low-income users,
rural residents, and older populations. While the finan-
cial sector appears to be adapting to digital technolo-
gies, it remains unclear how far these benefits extend
across all demographics.

Interviewees and focus group participants recognized
some progress in the availability of digital public ser-
vices, particularly through the e-Albania platform and
mobile-based access to government documents, edu-
cation, and health-related applications. However, they



emphasized that access to services is not equivalent
to meaningful inclusion. One of the most common
challenges mentioned is digital literacy. Focus group
discussions revealed that older adults cannot navigate
platforms like e-Albania without assistance. Instead,
they depend on family members or paid intermediaries
to perform even the most basic tasks, such as down-
loading certificates or applying for welfare support.
Some focus group participants reported paying fees
multiple times for unsuccessful or repeated applica-
tions.

People with disabilities face particularly acute barri-
ers. Platforms and public services are not designed with
accessibility in mind. There is a lack of assistive technol-
ogy in Albanian, no screen-reader compatibility, and no
options for simplified content or sign language. As a re-
sult, visually impaired and hearing-impaired individuals
are systematically excluded from online services, de-
spite being among those who would benefit most from
digital access.

Roma and Egyptian communities, transgender persons,
and people with low levels of education or living in ru-
ral areas are frequently left out of digital policy design
and benefit little from digital services. Many are unfa-
miliar with available services or unable to afford the
devices, internet, or support necessary to access them.
Youth outside education or employment systems are
also at risk. Farmers lack the skills and infrastructure to
benefit from digital services. Digital illiteracy among
farmers and poor connectivity in rural areas remain
among the main challenges.

Teachers participating in focus groups emphasized that
digital education is unevenly implemented, often
depending on individual teachers’ initiative. In schools
with fewer resources, students from low-income fami-
lies are more likely to fall behind due to lack of access
to devices or support at home. Health professionals
rely on their phones, using WhatsApp to offer health
advice.

Across all groups, a major complaint was the lack of public
information and user support. Users do not know where
to turn for assistance or how to report problems.

The public administration sector has made the most
significant investment in digitalization. Significant re-
sources have been invested in expanding the e-Albania
platform and improving national digital infrastructure.
While initiatives often focus on access and efficiency,
they also indirectly benefit inclusion by expanding ba-
sic digital service coverage and integrating cybersecu-
rity awareness for various target groups. The education
sector has also made contribution by incorporating
digital competencies into school curricula. The Pre-Uni-
versity Education Development Strategy 2021-2026
emphasizes the importance of digital literacy. Although
implementation is uneven and constrained by lack of
infrastructure and training, as confirmed by teachers in
focus groups, the sector nonetheless recognizes digi-
tal skills as essential for future development. The social
protection sector stands out as the only one to explicitly
include digital inclusion goals in its national strategy.
The Social Protection Strategy 2024-2030 highlights
the need for accessible services for vulnerable groups,
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including through assistive technologies and simplified
administrative procedures. The sector’s formal recogni-
tion of digital inclusion and its role in reducing social
exclusion is a positive step. The cybersecurity sector,
while not traditionally linked to inclusion, has contrib-
uted through awareness-raising campaigns, training
programs, and incident response initiatives aimed at
building safe and resilient use of digital tools, particu-
larly for youth, public servants, and underserved com-
munities. As noted in the interview with the represent-
ative of this sector, these efforts include intersectoral
collaboration with local actors and CSOs to reach mar-
ginalized populations. In contrast, the sector of health
has made less structured or sustained contributions. It
is not adapted to the needs of vulnerable groups, and
there is little evidence of strategic planning around dig-
ital inclusion.

The education sector, while including digital compe-
tencies in its curriculum, lacks practical, widespread
teacher training and adequate infrastructure. Teachers
reported during focus groups that training sessions
were too theoretical and not tailored to real classroom
needs. Schools often lack equipment, internet access,
and IT support, particularly in rural areas. This creates
significant disparities in digital education delivery and
limits students’ and teachers’ ability to engage with
digital tools in meaningful ways. The health sector suf-
fers from a lack of clear digital procedures and acces-
sibility for both professionals and patients. The lack of
digital prescriptions illustrates missed opportunities
for inclusion. In financial services, while digital plat-
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forms exist, there are no known targeted efforts to en-
sure access or usability for people with low incomes,
low literacy levels, or disabilities. There is no available
data on the inclusion of vulnerable groups. The re-
search and innovation sector has limited investment
in inclusive or assistive digital technologies. Most
innovation is donor-driven, with few sustainable or
scaled-up examples of research initiatives focused on
bridging the digital divide or responding to the needs
of excluded groups. The cybersecurity sector has im-
plemented awareness-raising and capacity-building
campaigns that target both public officials and youth.
These efforts, though limited in reach, represent a
proactive approach to building digital confidence and
safety—critical elements of inclusion. The social pro-
tection sector is also a good example in terms of pol-
icy intent. The National Strategy for Social Protection
2024-2030 is the only strategic document to explic-
itly address digital inclusion for vulnerable groups. It
outlines objectives for removing digital barriers, intro-
ducing assistive technologies, and simplifying access

to welfare services.

Desk and field research did not identify any evidence of
sector-specific incentives supporting digital inclusion
policies. Most existing efforts rely on broad strategies
or donor support, rather than institutional mechanisms
that motivate actors—such as schools, employers, re-
searchers, or municipalities—to adopt inclusive digital
practices.

Data on specific sectors are presented in following table:



Sector

Education

Telecommunications

Health

Financial services

Social welfare

Research &
Innovation

Administration

Are there digital
services, if yes which?

Yes — SMIP platform
(grades, attendance),
Canvas, Kahoot!.

Yes — mobile
internet (99.8% use),
broadband access
via state and private
providers.

Partially — some
services through
e-Albania (e.g.,
insurance status),
telemedicine
(discontinued).

Yes — mobile banking,
digital payments,
e-signature.

Yes — e-Albania
services for pension,
orphan status,
disability payments.

Limited — mostly
donor-funded digital
research projects.

Yes — over 1,200
e-Albania services
(civil registry, business,
licensing).

Is there monitoring
of quality and
satisfaction with
these services? (Y/N)

No

Yes

No

Yes

No

No

No

Are there special
services for
vulnerable groups,
if yes which?

Not specifically.

No specific
packages or
subsidies for
vulnerable groups.

No targeted
services;
telemedicine pilots
were temporary.

None identified.

No targeted
interface.

Not identified.

No special user
pathways or
adaptations for
vulnerable groups.

Are there identified barriers for
vulnerable groups related to
digital services, if yes which?

Lack of devices and internet,
limited teacher training,
inaccessible content for students
with disabilities, digital gap
between urban and rural schools.

Affordability of services and
devices, poor infrastructure in
some rural/remote areas.

Discontinued services, lack of
digital literacy among older adults,
inaccessibility for people with
disabilities, lack of digital medical
prescription.

Limited access for low-income and
rural populations, no accessibility
adaptations, digital trust issues.

Reliance on intermediaries
by elderly and people with
disabilities, lack of accessible
platforms, digital illiteracy,
insufficient outreach.

Lack of national funding for
inclusive digital innovation, limited
focus on assistive tech, lack of
structured support for vulnerable
researchers or users.

Lack of accessible design,
overreliance on digital-only
services, closure of physical
counters, reliance on paid
intermediaries by digitally
excluded populations.
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4.3 Role of the civil society sector (CSO)
and CSO-led initiatives

CSOs contribute to digital inclusion through initiatives
focused on digital literacy, civic engagement, the pro-
motion of digital rights, and access to e-Albania. Or-
ganizations such as SCIiDEV,* Epoka e Re Youth Centre,
the National Resource Centre for Civil Society,® and the
Institute for Democracy and Mediation” have organized
workshops, training programs, and awareness-raising
campaigns aimed at enhancing digital skills, particu-
larly among youth, marginalized groups, and CSO ac-
tors themselves. Walk in My Shoes® organization offers
direct support with e-Albania services, especially to
Roma and Egyptian families. The service is offered in in
Shkodra, Cérrik, Shushica, Pojan, Libonik, Korca, Rosko-
vec, and Puka.

During interviews, representatives of civil society organ-
izations discussed the following issues: First, digital in-
clusion is not clearly defined or treated as a standalone
objective in the main strategic frameworks. Inclusion
tends to be addressed only indirectly or implicitly, rather
than through explicit commitments, targets, or budget
lines. The needs of vulnerable groups—such as people
with disabilities, older adults, Roma and Egyptian com-
munities, and rural residents—are not systematically

integrated into planning or implementation. Second,
the top-down nature of digital governance in Albania
is concerning. Policies are developed and implemented
with minimal community consultation or CSO involve-
ment, despite the fact that civil society organizations
often have the most direct contact with underserved
populations. This lack of participatory design results in
services that may be technically functional but inacces-
sible to many users. Third, there is a lack of transparen-
cy and public debate around how digital projects are
prioritized and financed. They specifically mentioned
the example of the Albanian government’s investment
in an artificial intelligence start-up, arguing that such
decisions lack public justification and do not clearly
respond to the country’s most urgent inclusion needs.
Finally, there is a lack of meaningful monitoring and
evaluation mechanisms, particularly when it comes to
assessing the real-world usability and inclusiveness of
platforms like e-Albania. The state measures the num-
ber and availability of services, but not whether people
can actually use them independently and safely.

Representatives of civil society organizations highlight-
ed advocacy as a central CSO function. They viewed civ-
il society as uniquely positioned to monitor policy, hold
institutions accountable, and raise awareness about
the risks of digital exclusion. They can advocate for

Science and Innovation for Development Center, https://scidevcenter.org/

https://www.facebook.com/gendraepokaere/?locale=sq_AL

4
5

6 https://resourcecentre.al/
7 https://idmalbania.org/

8

https://vishkepucetemia.wordpress.com/
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https://www.facebook.com/qendraepokaere/?locale=sq_AL
https://resourcecentre.al/
https://idmalbania.org/
https://vishkepucetemia.wordpress.com/

stronger community representation in policymaking
processes and call for the inclusion of equity indicators,
accessibility standards, and social impact assessments
in digital development plans. Representatives of civil
society organizations also viewed CSOs as important
in supporting communities directly, especially in reach-
ing those who are excluded from digital services. They
pointed out that civil society organizations often serve
as intermediaries for people who cannot navigate dig-
ital systems independently—not only assisting them
with access, but also informing them about their rights.
They emphasized the role of CSOs in education and
digital skills development, especially for groups that
are underserved by formal education systems. CSOs de-
sign and deliver community-based training programs
that go beyond technical skills to include digital rights,
online safety, and civic participation in digital environ-
ments. These training programs are seen as adaptable,
hands-on, and accessible.

4.4 General conclusion on intersectoral
cooperation

Intersectoral cooperation on digital inclusion in Alba-
nia has made some progress but remains limited and
fragmented. Institutional engagement across sectors—
such as cybersecurity, education, and public admin-
istration—has increased, particularly around shared
goals like digital safety and infrastructure development.
However, overlapping mandates, fragmented resourc-
es, and weak inter-agency coordination continue to
pose challenges. The absence of a formal coordination
mechanism prevents consistent alignment of efforts
across sectors. Overall, intersectoral cooperation is rec-
ognized as essential for advancing digital inclusion, but
it requires stronger commitment. It was recommended
that a task force or working group on digital inclusion
be established.
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5. RELEVANT RESEARCH
ON THE TOPIC OF
DIGITAL INCLUSION

5.1 Overview of research findings

Research highlights several key factors contributing to
digital exclusion, disproportionately affecting vulner-
able groups. Socioeconomic inequalities play a major
role, as low-income individuals struggle to afford digital
devices or stable internet access, hindering their partic-
ipation in digital services (Citizens Channel, 2024). Edu-
cational attainment also strongly influences digital en-
gagement; those with lower levels of education often
lack the skills necessary to navigate digital platforms
effectively (Rama & Polo, 2023). Geographical dispari-
ties further exacerbate digital exclusion. Rural and re-
mote areas face significant infrastructural barriers, with
limited broadband coverage and insufficient access to
digital services. Older adults emerge as another vulner-
able group, as many struggle with adopting new tech-
nologies due to generational digital divides and low
digital literacy (Citizens Channel, 2024). Persons with
disabilities face additional exclusion due to the lack of
accessible design in many digital platforms. Insufficient
accommodations such as screen readers or sign lan-
guage support restrict their ability to access e-services
independently (UNDP, 2024).

The launch of e-Albania, providing more than 1,200
public services online, has simplified citizen-state inter-
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actions and increased service accessibility. Investments
in ICT infrastructure have also played an important
role, particularly in education. Research further em-
phasizes the positive impact of integrating digital tools
and accessibility features in learning environments,
contributing to increased engagement and academ-
ic performance (Osmani & Tartari, 2024). Additionally,
public-private partnerships, such as the UN-supported
Digital Agriculture and Rural Transformation (DART)
program, demonstrate how targeted initiatives support
vulnerable groups like smallholder farmers by improv-
ing their digital capacities.

The European Commission’s 2024 Progress Report ac-
knowledges Albania’s achievements, notably the ex-
pansion of the e-Albania portal. However, the report
stresses that digital literacy gaps and limited digital
access, particularly for Roma, Egyptian, and rural com-
munities, hinder equitable inclusion (European Com-
mission, 2024). National action plans, such as the Equal-
ity, Inclusion, and Participation of Roma and Egyptians
2021-2025, aim to improve access to digital services.
Yet, implementation remains weak, with marginalized
groups continuing to face barriers in accessing e-ser-
vices (European Commission, 2024).

5.2 Summary of research findings

Access to the internet and digital technologies in Al-
bania is highly unequal, both between urban and ru-



ral areas and among different socioeconomic groups.
For example, rural areas, have only 3.4% internet con-
nectivity, with fixed broadband penetration at a mere
2%, compared to 12% in urban areas (National Plan for
the Sustainable Development of Digital Infrastructure
2020-2025, pp. 15-16). Additionally, older adults, per-
sons with disabilities, and individuals with lower edu-
cation levels face serious access and skill barriers (Rama
& Polo, 2023). These findings are fully consistent with
interview and focus group data. Participants repeated-
ly emphasized the inability of older adults to navigate
e-Albania, and described how they often depend on
intermediaries, sometimes paying multiple times for a
single service. Educators described how students from
low-income households or rural communities face dis-
advantages due to lack of internet, devices, or support.
Interviewees and focus group participants in the health
and education sectors echoed that access gaps are
structural, and that infrastructure alone doesn't guar-

antee inclusion.

There is a growing number of digital literacy programs,
but they are insufficient, particularly for vulnerable
groups. There are major challenges in education, par-
ticularly the need for investment in digital infrastruc-
ture and better teacher training (UNESCO, 2017). Again,
this is strongly confirmed by field research. Teachers in
focus groups reported that while digital skills are part
of the curriculum, actual implementation is uneven,
and many schools rely on teachers’ personal devices

and internet. Training sessions are described as short,
theoretical, and ineffective. CSOs reiterated the impor-
tance of sustained, community-based digital educa-
tion, especially among older adults and marginalized
communities, and highlighted the lack of accessible
educational content and methodologies.

Trust in technology and use of digital services

There are significant concerns among citizens about
privacy and data security, which undermines trust and
limits use of digital tools. The lack of trust in institutions
and fear of personal data misuse discourage many
from using platforms like e-Albania (IDM, 2023; SCiDEV,
2023). This concern was echoed in interviews and focus
groups. Participants across multiple groups reported
being hesitant to use digital platforms due to lack of
clarity about data protection, and many preferred face-
to-face services when available. The issue was especial-
ly salient among older adults, health service users, and
teachers who raised questions about student data se-
curity.

See Appendix D, Table D2 for the summary of research
findings.
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6. EXAMPLES OF
NATIONAL PRACTICES

e-Albania Corner, Walk in My Shoes

In 2023, the team from the organization Walk in My
Shoes observed that members of the Roma and Egyp-
tian communities were unable to access the e-Alba-
nia platform independently. Community members
would go to internet centers to use the service, but
would often forget their login credentials afterward.
In some cases, individuals took advantage of them by
blocking their accounts and demanding a payment of
500 lek (around 5 euros) to unblock them. The e-Alba-
nia Corner project is provided in the following areas:
Shkodra, Cérrik, Shushica, Pojan, Libonik, Korca, Rosk-
ovec, and Puka. The e-Albania corner is integrated
within the premises of the after-school program and
operates three times a week. The team conducted an
information campaign in the community by distribut-
ing leaflets door-to-door and placing posters in visible
community spaces. So far, approximately 600 e-Alba-
nia accounts have been created, and around 1,500
documents have been downloaded. These include
documents related to school registration for children,
housing documents, home ownership certificates,
pension applications, and passport and ID applica-
tions. About 30% of the cases assisted are not from
the Roma or Egyptian communities. The initiative was
launched in 2023 and is currently ongoing.
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The Digital Agriculture and Rural Transformation (DART)
Programme is a national initiative aimed at promoting
inclusive digitalization in Albania’s agricultural sector.
Launched in 2024, it is co-implemented by the Food
and Agriculture Organization (FAO), the International
Labour Organization (ILO), and the International Tele-
communication Union (ITU), in collaboration with the
Ministry of Agriculture and Rural Development (MARD).
The programme focuses on three key objectives: devel-
oping a National Digital Agriculture Strategy; enhanc-
ing the Farmers’ Portal to ensure it offers inclusive and
accessible services; and delivering targeted digital skills
training to farmers, public officials, and vocational ed-
ucation students. Grounded in participatory design,
DART incorporates surveys, interviews, and workshops
to tailor interventions to user needs and aligns its ef-
forts with European Union standards for rural digital
transformation. DART is a three-year program running
from 2024 to 2027.

ElementIT

ElementIT project, initiated by the Albanian-American
Development Foundation (AADF) in collaboration with
the government, introduces an Information and Com-
munication Technology (ICT) curriculum to elementary
education. In its pilot phase, ElementIT is being imple-
mented in 100 elementary schools across Albania, with
plans to expand to 1,100 schools nationwide. The pro-
ject began in 2021 and is currently ongoing.


https://www.facebook.com/profile.php?id=100064619955059
https://albania.un.org/en/283080-united-nations-launches-ambitious-programme-sustainable-digital-transformation-albania%E2%80%99s
https://www.aadf.org/project/elementit/

While the e-Albania platform has significantly expand-
ed the provision of e-services, a closer look reveals
several issues. The rapid transition to mandatory digi-
tal-only public services—accompanied by the closure
of physical service counters—Ileft many citizens un-
prepared and unsupported during the shift (People’s
Advocate, 2023). In practice, many Albanians now
rely on private service providers to access e-Albania
on their behalf. Citizens frequently pay intermediar-
ies to navigate the system, a hidden expense not re-
flected in official government reporting. Furthermore,
the reliance on third parties raises serious concerns
about data privacy and security, as private providers
gain access to citizens’ personal information. Citizens
report delays or a lack of responses from institutions,
leaving them helpless and unable to resolve adminis-
trative issues. The lack of clear recourse or complaint
mechanisms undermines trust in the digital system
and widens the gap between the government’s digital
ambitions and citizens’ experiences (Vision Consulting
Albania, 2020).

A recurring concern raised by participants across fo-
cus groups and interviews was the lack of accessibility
of e-Albania for people with disabilities. During the
interview, the Head of the Institute for Blind Students
described how, “For blind users, there is no vocal syn-
thesis in Albanian, no screen reader compatibility. The
platform is simply not usable” These accessibility gaps
effectively exclude users with visual, hearing, or cog-
nitive impairments from Albania’s main digital public
service portal. Many focus group participants, espe-

cially older adults and rural residents, expressed diffi-
culty using the platform and reported being depend-
ent on others to access essential services. An older
adult shared, “I don’t know how to use it [e-Albania].
| go to the internet café, and they do it for me. Some-
times | pay twice because | didn't understand what
went wrong the first time” One interviewee noted
that the delivery of e-Albania services through inter-
net centers has led to exploitative practices. There are
instances of providers who intentionally block users’
accounts and demand a payment of 500 lek (approxi-
mately 5 euros) to unlock them.

Concerns about data privacy and trust in digital trans-
actions were also prominent. Many users expressed
anxiety over having to share personal information with
third parties to access services. As one focus group
participant explained, “You have to give someone your
password, your ID... and hope they won't use it for
something else. There’s no security in that” This issue is
especially pressing in communities where digital litera-

cy is low.
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Another major point of frustration was the closure of
physical service counters, which many users felt was
implemented too quickly. A focus group participant
criticized this abrupt transition in the following way:
“They closed the counters too quickly. Not everyone is
ready for digital services. Now people go to cafés or to
their neighbors for help with government documents.”
Without hybrid options or transitional support, many

users have been left behind by the digital shift.

Finally, many expressed frustration over the absence of
any structured help or support system. A health profes-
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sional stated: “There’s no place to ask a question or get
help. If it doesn’t work, you're stuck”” Similarly, a teacher
said: “There should be someone to help you understand
it, not just leave people to figure it out on their own.



7. KEY CHALLENGES AND
AREAS FORIMPROVEMENT

7.1 Challenges in ensuring
digital inclusion

A major barrier is low digital literacy, especially among
older adults, people with low education levels, and
rural residents. Focus group participants reported de-
pending on family members or internet cafés to access
digital services, often at a cost. This reliance not only
creates hidden expenses but also raises serious data
privacy concerns, as users are forced to share personal
credentials with third parties.

Accessibility limitations

People with disabilities face significant exclusion due
to the lack of assistive technologies and accessible plat-
forms. Interviews revealed the absence of screen read-
ers in Albanian, lack of sign language interpretation,
and no simplified content for users with intellectual
disabilities. These issues prevent independent access
to digital tools and services, even for critical needs like
healthcare or education. Farmers—especially those
who are older, women, or living in remote areas—face
systemic barriers including low digital literacy, insuffi-
cient internet coverage, and fragmented agricultural
databases.

Uneven implementation in education

While digital competencies are formally included in
curricula, practical application faces serious concerns.
Teachers frequently reported using their own money to
purchase projectors or rely on personal internet connec-
tions. Training programs were described as theoretical
and ineffective, lacking hands-on learning. Schools in ru-
ral areas are particularly under-equipped, widening the
digital divide for students from low-income families.

Interruption of digital health initiatives

Digital health services like telemedicine and electronic
prescriptions remain underdeveloped. Pilot initiatives
were either discontinued or limited in scope, and many
professionals still rely on handwritten notes and infor-
mal communication tools like WhatsApp. Patients—es-
pecially those in remote areas—do not have consistent
digital access to healthcare.

Top-down policymaking

Interviewees consistently highlighted the lack of in-
clusive, participatory processes in digital policy devel-
opment. Strategic frameworks often do not involve or
consult the very communities they aim to serve. As a
result, policies tend to reflect institutional priorities
rather than lived realities on the ground.

Underfunding and poor resource aIIocatlon

Despite large-scale investments in infrastructure, fund-
ing for user support, accessibility, and training remains
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insufficient. Local government units, often responsible
for implementation, lack the financial and technical ca-
pacity to carry out digital inclusion measures effectively.

Lack of transparency and monitoring

There is minimal transparency around how funds for
digital inclusion are allocated or spent. Monitoring
mechanisms focus on infrastructure coverage or ser-
vice availability, rather than user experience or accessi-
bility. Consequently, vulnerable groups remain invisible
in both data and policy outcomes.

Absence of support systems

Users across all focus groups expressed frustration
with the lack of structured support. There is no acces-
sible help desk or complaint mechanism to assist us-
ers struggling with digital services, especially for those
without strong digital skills.

7.2 Areas for improvement

To address the current challenges and bridge the digi-
tal divide in Albania, several priority areas for improve-
ment emerge from the data, interviews, and focus
group discussions.

Develop a national definition and framework for

Digital inclusion is not currently defined in Albanian
law or policy as a standalone concept. A clear, opera-
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tional definition—aligned with EU standards—should
be adopted to guide inclusive policies, funding alloca-
tion, and program design.

Ensure accessibility for persons with disabilities

Digital platforms and services must meet international
accessibility standards. This includes integrating screen
reader compatibility in Albanian, sign language inter-
pretation, and simplified content formats. Laws and
regulations should mandate inclusive design and pro-
vide funding for the development and procurement of
assistive technologies.

Invest in digital skills and
human support systems

A stronger emphasis on hands-on, inclusive digital
skills training is essential. Programs should be tailored
for vulnerable groups such as older adults, persons
with disabilities, low-income families, and farmers. Sup-
port systems—such as free community-based digital
help centers—should be developed to assist users and
reduce dependence on paid intermediaries.

The closure of physical service counters has excluded
users who lack the skills or resources to access online
platforms. A hybrid model that maintains some in-per-
son service options, especially in rural areas and for pri-
ority populations, would ensure more equitable access
to essential services.



Strengthen intersectoral coordination and
local capacity

Institutional fragmentation has limited the impact of
existing initiatives. A formal coordination mechanism,
such as a national digital inclusion working group, is
needed to align strategies across sectors. Local govern-
ment units, which are central to service delivery, should
receive dedicated funding and technical support to im-
plement inclusive digital initiatives.

Improve data collection and monitoring

There is an urgent need for timely, disaggregated data
on digital access, skills, and use—especially among vul-
nerable populations. Monitoring systems should track
not only infrastructure rollout and service availability
but also accessibility, usability, and user satisfaction.
This would allow for evidence-based decision making

and more targeted interventions.

Promote transparency and
participatory decision making

Public debate and community engagement must be
prioritized in digital governance. Policies and invest-
ments should be discussed transparently, with input
from civil society organizations and affected communi-
ties. This would improve both the legitimacy and the
effectiveness of digital inclusion strategies.

Expand inclusive practices in health, education,
and financial services

Sectors such as health have been slow to adopt inclu-
sive digital practices. Introducing electronic medical
records, accessible e-prescriptions, and inclusive dig-
ital banking tools would significantly enhance service
reach. In education, infrastructure and teacher training
must be scaled and improved to make digital learning
accessible to all students.
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8. RECOMMENDATIONS FOR
POLICY IMPROVEMENT

8.1 Recommendations concerning
all general population

To promote equitable digital access and participation
across the entire population, the following recommen-
dations are proposed:

Adopt a national digital inclusion framework

The government should develop and adopt a unified
framework that defines digital inclusion in line with EU
standards. This framework should include goals, indica-
tors, and accountability mechanisms that ensure inclu-
sion is considered across all digital transformation ef-
forts—not just infrastructure or public service delivery.

Expand digital literacy programs natlonW|de

Comprehensive, continuous digital literacy initiatives
should be developed for the general population. These
should go beyond basic skills to include digital rights,
data protection, cybersecurity awareness, and respon-
sible use of technology. Partnerships with educational
institutions, libraries, CSOs, and local governments can
facilitate delivery.

Improve usability and accessibility of
public digital services

Public platforms such as e-Albania should be designed
to be user-friendly for all, including those with low dig-
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ital skills. Simplifying navigation, providing instructions
in plain language, and integrating human support (via
phone or local help centers) can greatly improve acces-
sibility and reduce dependence on intermediaries. To
enhance accessibility, additional instructional videos
should be made available to help users navigate the
various services offered on e-Albania.

Reinstate hybrid service options

Ensure that in-person public services are available
alongside digital platforms, at least during a transition-
al phase. This hybrid model will support those not yet
fully able to navigate digital systems and foster greater
trust in the digital transition process. Services should
be provided free of charge by municipalities, adminis-
trative units, and community centers.

Increase transparency and accountability in
digital governance

Public communication and citizen engagement should
become core principles of digital transformation. This
includes publishing impact assessments, budget allo-
cations, and implementation progress in a clear and ac-
cessible way. National campaigns should also promote
public awareness of available services and digital rights.

Strengthen infrastructure and
ensure service quality

While broadband coverage has expanded, service
quality remains uneven, especially in rural areas. The
government should invest in enhancing connectivi-



ty speed, reliability, and affordability across regions to
close remaining gaps in internet access.

Institutionalize digital education
across the life cycle

Digital education should be a core component of learn-
ing from early childhood through adult education.
Schools, vocational centers, and lifelong learning pro-
grams should be equipped and supported to teach not
only technical skills, but also critical thinking and ethi-
cal engagement in digital environments.

8.2 Recommendations relating to
vulnerable groups at risk of digital
exclusion

Based on evidence from interviews, focus groups, and
national data, the following recommendations address
the specific needs of vulnerable groups at risk of digital
exclusion:

Improve accessibility of
digital platforms and tools

Improving the accessibility of digital platforms and
tools is essential, as many vulnerable groups are ex-
cluded due to services not being designed with their
needs in mind. For persons with disabilities—including
those with visual, hearing, mobility, and intellectual
impairments—digital platforms should meet interna-
tional accessibility standards by incorporating features
such as screen reader compatibility in Albanian, voice

synthesis, sign language interpretation, and simplified
content. Older adults would benefit from age-friendly
design elements, including larger text, intuitive inter-
faces, and audio guides. Meanwhile, individuals with
low levels of education require content presented in
simplified language and visual formats to ensure clarity
and comprehension. Making these adjustments would
create more inclusive digital environments and signifi-
cantly expand access to essential services.

Strengthen community-based digital skills

Strengthening community-based digital skills train-
ing and support is critical, as lack of digital literacy re-
mains a central barrier for nearly all vulnerable groups.
For older adults, low-income households, unemployed
individuals, and people with low levels of education,
hands-on, local training sessions should be provided us-
ing simple language and supported by follow-up guid-
ance to reinforce learning. Persons with disabilities re-
quire tailored instruction on assistive technologies and
accessibility tools to ensure independent use of digital
services. Roma and Egyptian communities, along with
transgender individuals, would benefit from culturally
sensitive, in-language training programs implemented
through grassroots and community organizations that
understand their specific contexts. NEET youth—those
not in employment, education, or training—should
be offered customized digital upskilling opportunities
linked to job readiness or entrepreneurship. Addition-
ally, for children living in vulnerable households, digital
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literacy efforts should include family-focused sessions
that empower caregivers, particularly older adults, to
support children’s access and learning. These targeted
interventions would help bridge digital gaps and foster
broader participation.

Expand access to affordable devices and internet
connectivity

Expanding access to affordable devices and internet
connectivity is essential, as affordability continues
to be a major structural barrier for many vulnerable
groups. Low-income households and rural residents
would benefit from targeted voucher schemes that
subsidize the cost of devices and data plans, helping
to reduce the economic burden of digital access. For
Roma and Egyptian communities, older adults, and stu-
dents attending under-resourced schools, establishing
free public internet access points—such as in libraries
and community centers—would provide crucial entry
points to online services and learning opportunities.
Additionally, for children cared for by elderly relatives,
equipping schools with shared digital devices and ex-
tending support to caregivers would ensure continuity
in education and enable greater intergenerational sup-
port for digital engagement.

Reinstating and supporting hybrid access to public
services is crucial, as an overreliance on digital-on-
ly systems disproportionately affects individuals who
cannot navigate them independently. Older adults,
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persons with disabilities, and residents of rural areas
are particularly vulnerable and would benefit from the
reintroduction of in-person or assisted service options,
such as help desks and mobile support teams. For all
vulnerable groups, establishing local digital kiosks that
offer face-to-face assistance can ensure inclusive access
while simultaneously building users’ capacity to en-
gage with digital platforms over time. A hybrid model
facilitates a more gradual and supported digital transi-
tion for those who need it most.

Embed digital inclusion in sectoral strategies and

Embedding digital inclusion into sectoral strategies and
service delivery is essential to ensuring equitable ac-
cess across all aspects of public life. In the health sector,
measures such as implementing accessible electronic
prescriptions, restoring inclusive telemedicine services,
and creating comprehensive electronic patient records
would particularly benefit older adults, persons with
disabilities, and residents of rural areas. Within the edu-
cation sector, schools must be equipped with adequate
digital infrastructure, teachers trained in inclusive digi-
tal pedagogy, and learning tools adapted to meet the
needs of students with disabilities. Employment ser-
vices should integrate digital literacy into vocational
training, particularly for unemployed individuals and
NEET youth, while also ensuring job portals and digi-
tal platforms are user-friendly and accessible. In finan-
cial services, mobile banking and e-payment systems
should be designed with inclusion in mind, especially



to accommodate older adults, rural populations, and
low-income users. Mainstreaming digital inclusion in
these sectors will help close persistent access gaps.

Strengthen data collection and
monitoring systems

Inclusive policymaking depends on inclusive, disaggre-
gated data. The government should collect and regular-
ly update data on digital access, use, and skills across all
vulnerable groups, such as persons with disabilities, old-
er adults, low-income households, rural residents, Roma
and Egyptian communities, transgender individuals, un-
employed and low-educated individuals, youth outside
education or training, and children in vulnerable house-
holds. These data should inform the design and evalua-
tion of policies, and be used to track progress.

Ensure representation in policymaking processes

Beyond data, meaningful representation is essential to
shaping responsive and equitable digital policies. Civil
society organizations, grassroots groups, and individ-
uals from vulnerable communities should be actively
involved in the planning, implementation, and evalua-
tion of digital inclusion initiatives. Their experiences of-
fer critical insights into barriers and solutions that may
not be visible through quantitative data alone.
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ANNEX C:
FIELD DATA

Focus groups and interviews

Three focus groups were conducted on May 7 and 8,
2025, to explore digital inclusion experiences among
different community groups. The first focus group took
place on May 7 at the Multifunctional Center in Rrashbull
and brought together eight residents from Rrashbull
and Xhafzotaj. The group consisted of three men and
five women, with an average age of approximately 50
years, and focused on the use of the e-Albania platform.
The second focus group was held on May 8 at the Civil
Society for Development Center in Durrés and involved
eight teachers from primary, lower secondary, and up-
per secondary schools (four women and four men), with
an average age of 45 years (ranging from 30 to 62). On
the same day and at the same location, the third focus
group included six participants—five women and one
man—with a professional mix of a pharmacist, doctor,
teacher, and three students. This group had an average
age of 37 years (ranging from 22 to 59) and brought to-
gether healthcare professionals and service users to dis-
cuss digital access and healthcare technologies.
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Interviews

A series of interviews were conducted throughout May
2025 with representatives from key institutions en-
gaged in digital inclusion. On May 13, two representa-
tives from the Science and Innovation for Development
Center (SCiDEV) were interviewed virtually. This was
followed by a written interview on May 16 with a rep-
resentative from the National Agency for Information
Society. On May 21, a written interview was conducted
with a representative of the Institute for Blind Students.
Further insights were gathered on May 29 through a
virtual interview with a representative of Walk in My
Shoes, an organization focused on Roma education. Fi-
nally, on May 30, a representative from the Food and
Agriculture Organization responded to the interview
in writing. Interviewees held the following positions:
Digital and Innovation Policy Expert (SCiDEV); Project
Coordinator (SCiDEV); Director of Monitoring and In-
cident Response (National Cyber Security Authority);
Executive Director (Institute for Blind Students, Walk in
My Shoes); and National Program Coordinator (FAO).



ANNEX D:
ADDITIONAL INFORMATION ABOUT FUNDING AND
RESEARCH FINDINGS

Table D1
Mapping available funding

Dedicated

Funding Source Beneficiary Dis;jr:::;::sd Digital inclusion Over;!llj:t)ldget inl?:llﬂl:;ln

budget (EUR)
State budget o
| s Ensure digital
( r'1t'erslectorad trategy Persons with accessibility by Improve 1,700,000 EUR
Digita ’_‘Qe"l a 2022_;1. disabilities adapting government  e-government service Unclear (187,500,000
2026, Digital Accessibility portals and websites for  accessibility ALL)

for Persons with persons with disabilities

Disabilities)

State budget, Public-

Private Partnerships . Provide digital literacy 23,450,000
I | Strat Students and Implement a digital training and equi EUR

( l:‘t'erslectorad e teachers skills strategy to schoolc;J with s?nagc Unclear

Digita I'\g'en a' 2022—' enhance ICT education (2,500,000,000

2026, Digital Literacy in labs ALL)

Schools)

EU funds, Public-Private

Partnerships, state budget

;Natiqnallorlag forlthe Exzzgclio:]clggl-oan d Reduce the digital
ust‘alpa e Development ¢, ol communities . P . divide between urban Unclear Unclear

of Digital Infrastructure infrastructure in and rural areas

(Broadband) 2020-2025, underserved areas
Broadband Expansion in
Rural Areas)

Promote gender
equality and empower
women in the digital
sector

European Union’®

(EU for Gender Equalityin  Women and girls
Albania, EU4GE)

Address gender
disparities in digital Unclear Unclear
access and skills

9 https://albania.unwomen.org/sites/default/files/2023-10/digjitalizimi_dhe_tik_web_08102023.pdf
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Dedicated
Overall budget Digital
(EUR) inclusion
budget (EUR)

Description of
objectives

Funding Source Beneficiary

Digital inclusion

European Commission,
Erasmus+ Capacity
Building in the Field of
Youth

Equip youth with digital Enhance youth

Youth from Albania, skills to influence digital  participation in digital

L Montenegro, .. . 300.000 EUR 300.000 EUR

(Youth Participation in . . decision-making and spaces and ensure
Serbia, and Spain L

Digital Democracy: From strengthen democracy | their voices are heard

Digital Skills to Digital

Rights (SCiDEV))

European Union,

Governments of Sweden denh Improve access to

and Switzerland, UNDP, Municipalities ﬁ:tjis ?t:I r:di?\r:e(.: of digital public services

Government of Albania P > gra and strengthen digital ' 3,608,500 EUR  Unclear
general public municipalities and the

(STAR3 Project: Digital public capacities at the local
Readiness Assessment of level
Municipalities)™

. Supporting public Improve access to
General population, pp gp . p .
the boor. the sector reforms, digital services for the
poor, innovations, public general population,

World Bank (International - elderly, women service delivery, human ' the poor, the elderly, 135,400,000 EUR

Bank for Reconstrustlon with Ieruted formal capital development,  women with limited  (145.00.000 US$) Unclear
and Development) education, and . .
. and promoting formal education,
persons with . .
s sustainable and and persons with
disabilities. . . -
inclusive growth. disabilities.
Introducing an
Albanian-American ICT curriculum to
. elementary education  Narrow the digital 3,000,000 EUR
Development Pupils Unclear

in Albania to narrow divide in the country. | (3.300.000 USS)
the digital divide in the
country

Foundation™

10 https://rinia.gov.al/en/fillon-projekti-pjesemarrja-e-te-rinjte-ne-demokracine-digjitale-nga-aftesite-digjitale-te-te-drejtat/
11 https://euprojects.al/euprojects/star3-sustaining-and-advancing-local-governance-reform/

12 https://projects.worldbank.org/en/projects-operations/project-detail/P177845

13 https://www.aadf.org/project/elementit/
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https://euprojects.al/euprojects/star3-sustaining-and-advancing-local-governance-reform/
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Dedicated
Overall budget Digital
(EUR) inclusion
budget (EUR)

Description of

. .. Digital inclusion
objectives 9

Funding Source Beneficiary

United Nations™

Digital Transformation
Window call of the Joint
SDG Fund

(Digital Agriculture and

Improving the delivery

of digital public services 7500 women will be

through the Albanian - .-

Rural Transformation) Farmers, students Farmgrs’ Portal beneficiaries of digital

.’ ' L services, and 290
(The Food and vocational and developing digital thers will devel
Agriculture Organization  educational training capacities among small- . s oo "
of the United Nations schools and centres, scale farmers, students, dlg_ltél Sklllil b 3.000.000 EUR | Unclear
(FAQ), International and public sector  technical vocational Training will be
Labour Organization employees and educational provided to over 180
(ILO), International training schoolsand ~ Studentsand 120
Telecommunication centres, and public young farmers
Union (ITU), Ministry of sector employees

Agriculture and Rural
Development, Ministry of
Finance and Economy)

14 https://albania.un.org/en/283080-united-nations-launches-ambitious-programme-sustainable-digital-transformation-
albania%E2%80%99s

NATIONAL REPORT FOR ALBANIA 47


https://albania.un.org/en/283080-united-nations-launches-ambitious-programme-sustainable-digital-transformation-albania%E2%80%99s
https://albania.un.org/en/283080-united-nations-launches-ambitious-programme-sustainable-digital-transformation-albania%E2%80%99s

Table D2
Summatry of research findings

This finding This finding This finding is This finding
is not at all is partially very consistent is completely
consistent with  consistent with with the consistent with

Assessment is
not possible
due to a lack

of research or

other reasons

the research the research research the research
findingsinmy  findingsinmy  findingsinmy findings in my
country country country country

Research shows a significant
difference in access to
EQUALITY OF the Internet and digital
ACCESSTO technologies between urban
THE INTERNET  and rural areas. People from
AND DIGITAL rural areas often have limited
TECHNOLOGIES access to the internet and
technology.

The National Plan for the Sustainable Development of Digital Infrastructure (Broadband) 2020-
2025 emphasizes that a “significant rural-urban digital gap persists, mainly due to the lack of
adequate infrastructure to provide meaningful connectivity” (p. 6). While ICT infrastructure is
relatively well developed in urban centers, the gap is stark in rural areas: although rural areas
represent 39.7% of the population, only 3.4% of rural residents are connected to the internet,
with fixed internet penetration at just 2%, compared to 12% in urban areas (pp. 15-16).

Provide a brief explanation of your answer. When
explaining your answer, supplement your answer
with numerical indicators and/or other research
findings in your national context whenever

ible.
possible These disparities are also echoed in the work of Rama and Polo (2023), which identifies rural
connectivity as a major infrastructural challenge and a barrier to growth.
Research shows a significant
difference in access to
QAT OF s o diferent
ACCESSTO socioecogomic rom? S
THE INTERNET Older people So I:vx./ith 1 2 3 4 >
AND DIGITAL disabiIFi)tiesp (;(F)) Iepwith lower
TECHNOLOGIES ' PeoP

levels of education, etc., have
limited access to the internet
and technology.

Research shows significant disparities in internet access and digital technology use among
Provide a brief explanation of your answer. When  different socioeconomic groups. The UNDP’s 2024 report Assessing Municipal and Public
explaining your answer, supplement your answer  e-Readiness in Albania finds that older adults exhibit a strong preference for in-person
with numerical indicators and/or other research  services, with 76% choosing face-to-face interactions, reflecting low levels of digital

findings in your national context whenever engagement. The report also highlights that persons with disabilities and those with low
possible. educational attainment face additional barriers due to limited digital skills and lack of

accessible infrastructure (UNDP, 2024).
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This finding This finding This finding is This finding
is not at all is partially very consistent is completely
consistent with  consistent with with the consistent with

Assessment is
not possible
due to a lack

of research or

other reasons

the research the research research the research
findings in my findingsinmy  findingsinmy  findings in my
country country country country

Many studies indicate
that a significant part of
the population (especially
older people and people
DIGITAL skiLLs With low levels of 1 2 3 4 5
education) lacks basic
digital skills, significantly
hindering their use of
digital tools and access to
important information.

According to Rama and Polo (2023), individuals with lower educational attainment
often lack the foundational ICT competencies needed to participate in the digital
economy. Similarly, the UNDP (2024) report on municipal e-readiness in Albania finds
that 76% of people over age 50 prefer in-person services, reflecting discomfort with
digital platforms. The report also highlights persistent digital skill gaps among persons
with disabilities.

The pandemic accelerated
the transition to digital
services in education, work,
and everyday life. Research

IMPACT OF shows that many people

THE COVID-19 have become more aware 1 2 3 4 5

PANDEMIC of the importance of digital
skills and tools during this
period, but there are still
major differences in the
ability to adapt.

The COVID-19 pandemic accelerated Albania’s transition to digital services in
Provide a brief explanation of your answer. ~ education, work, and daily life, increasing public awareness of the importance
When explaining your answer, supplement of digital skills. Gugu and Kristo (2023) found that many lecturers and students
your answer with numerical indicators and/  struggled with the sudden shift to online learning due to limited prior digital
or other research findings in your national experience and inadequate training. Similarly, Caro et al. (2024) reported that while
context whenever possible. students acknowledged the value of digital education, many faced psychological and
infrastructural barriers.

Provide a brief explanation of your answer.
When explaining your answer, supplement
your answer with numerical indicators and/or
other research findings in your national context
whenever possible.
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Research shows that citizens’
concerns regarding the
privacy and security of data
when using digital services
can further affect their
willingness to engage in the
digital world.

TRUSTIN
TECHNOLOGY

Provide a brief explanation of your answer. When
explaining your answer, supplement your answer
with numerical indicators and/or other research
findings in your national context whenever
possible.

There are a growing
number of programmes
and initiatives that focus on
increasing digital literacy,
especially among vulnerable
groups, such as older adults,
women, and people with
disabilities. Research often
emphasizes the need for
continuous education and
training in this area, along
with the need to enrich the

TRAINING
INITIATIVES

Provide a brief explanation of your answer. When
explaining your answer, supplement your answer
with numerical indicators and/or other research
findings in your national context whenever
possible.

This finding
is not at all
consistent with
the research
findings in my
country

This finding
is partially
consistent with
the research
findings in my
country

This finding is
very consistent
with the
research
findings in my
country

This finding
is completely
consistent with
the research
findings in my
country

Assessment is
not possible

due to a lack
of research or
other reasons

Research shows that concerns over data privacy and security significantly limit Albanians’
engagement with digital services. The 2023 Trust in Governance report by the Institute for
Democracy and Mediation (IDM) highlights that a lack of trust in institutions and fear of
personal data misuse discourage many from using platforms like e-Albania (IDM, 2023).
Similarly, a 2023 study by SCIDEV found that 27.6% of youth reduced their online participation
due to privacy and safety concerns (SCiDEV, 2023).

Research highlights the need for continuous digital literacy training, particularly among
vulnerable groups such as older adults, women, and persons with disabilities. A 2025 study
found that individuals from these groups often rely on family or civil society support to access
digital services (Edutask Institute, 2025). Similarly, the 2024 UNDP report on e-readiness
identifies gaps in digital competencies among both municipal employees and citizens,
especially in smaller municipalities, and emphasizes the need for long-term strategies to
improve digital literacy (UNDP, 2024).
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This finding This finding This finding is This finding
is not at all is partially very consistent is completely
consistent with  consistent with with the consistent with
the research the research research the research
findings in my findingsinmy  findingsinmy  findings in my
country country country country

Assessment is
not possible

due to a lack
of research or
other reasons

Research shows that the

education system in our

country is still not fully

adapted to digital learning.

Additional investments in 1 2 3 4 5
infrastructure and teacher

training are needed to enable

the integration of digital tools

into teaching.

A 2022 report by the European Training Foundation highlights that many vocational
education and training (VET) institutions lack up-to-date equipment and dedicated ICT

staff, hindering the development of students’ digital competencies. Furthermore, a UNESCO
education policy review (2017) identifies that teacher preparation programs often do not align
with the broader education system'’s needs, particularly in equipping educators with the skills
necessary for effective digital instruction.

Research indicates the need
for stronger policies and
POLITICAL AND  strategies at the national level
INSTITUTIONAL  to improve digital inclusion.
SUPPORT There are initiatives at the
government level, but more
coordination and resources
are needed.

The 2025 report Exploring the Digital Divide among Marginalized Groups in Albania,
Provide a brief explanation of your answer. When  Kosovo, and North Macedonia highlights that digital inclusion efforts are often fragmented,
explaining your answer, supplement your answer  with limited coordination among government agencies, leading to inconsistent access to
with numerical indicators and/or other research digital services for vulnerable populations (Edutask Institute, 2025). Similarly, the Assessing

CHALLENGES IN
EDUCATION

Provide a brief explanation of your answer. When
explaining your answer, supplement your answer
with numerical indicators and/or other research
findings in your national context whenever
possible.

findings in your national context whenever Municipal and Public e-Readiness in Albania report by UNDP (2024) underscores the lack of
possible. comprehensive strategies at the municipal level, noting that many local governments lack the

necessary infrastructure and trained personnel to implement digital services effectively.
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