
25
© 2

017
 Ga

rtn
er,

 In
c. a

nd/
or 

its 
affi

liat
es.

 Al
l rig

hts
 re

ser
ved

.

Tea
chi

ng
Sh

ow
ing

He
lpin

g/N
urt

urin
g

Nu
dgi

ng

Pu
shi

ng
Dra

ggi
ng

Do
ing

 It f
or 

Th
em

Ma
tch

 to
 Cu

ltu
re 

an
d S

en
se 

of 
Urg

en
cy



26
© 2

017
 Ga

rtn
er,

 In
c. a

nd/
or 

its 
affi

liat
es.

 Al
l rig

hts
 re

ser
ved

.

Th
ink

 in
 Ti

me
 Sc

ale
s a

nd
 Ac

hie
vab

le A
cco

mp
lish

me
nts

mil
eag

e w
ill v

ary
!

Go
ver

nan
ce 

cha
nge

s
Po

licy
 re

vie
w a

nd 
upd

ate
s

Sta
nda

rds
 ad

opt
ion

Sm
all-

sca
le

org
ani

zat
ion

al c
han

ge
Imp

rov
ed 

eng
age

me
nt (

inte
rna

l)

0 t
o 6

 m
on

ths
6 t

o 1
2 m

on
ths

Ba
sel

ine
s m

eas
ure

d a
nd 

ben
chm

ark
s e

sta
blis

hed
"Ho

w t
o" 

and
 be

st p
rac

tice
s 

gui
des

/too
ls

Sta
nda

rds
 ad

her
enc

e
Bu

sin
ess

 pr
oce

ss 
opt

imi
zat

ion
CO

TS
/Xa

aS
 so

luti
ons

12 
to 

18 
mo

nth
s

Co
mm

on 
cor

e s
erv

ice
s

Lar
ge-

sca
le

org
ani

zat
ion

al c
han

ge
Imp

rov
ed 

eng
age

me
nt (

ext
ern

al)
"Op

tim
ize

d" 
citi

zen
 

ser
vic

e e
xpe

rien
ces

18+
mo

nth
s

Se
ttin

g t
an

gib
le, 

me
asu

rab
le a

nd
 vis

ibl
e e

xp
ect

ati
on

s

Se
rvic

e 
Tra

nsf
orm

atio
n



27
© 2

017
 Ga

rtn
er,

 In
c. a

nd/
or 

its 
affi

liat
es.

 Al
l rig

hts
 re

ser
ved

.

De
vel

op
 Di

git
al U

se 
Ca

ses
 Th

at 
Bri

dg
e t

he
 

"Si
los

of
Ex

cel
len

ce"

IADa
ta



28
© 2

017
 Ga

rtn
er,

 In
c. a

nd/
or 

its 
affi

liat
es.

 Al
l rig

hts
 re

ser
ved

.

Alg
ori

thm
s

Cu
rat

ion
Sh

ari
ng

En
ab

lem
en

t
Eth

ics

Re
po

rts
Co

ntr
ol

Se
cu

rin
g

Go
ver

na
nc

e
Le

ga
liti

es

To

De
ter

mi
ne

 Yo
ur 

Le
vel

 of
 Di

git
al C

ou
rag

e

min
dse

t an
d b

eha
vio

rs.
Fro

m



29
© 2

017
 Ga

rtn
er,

 In
c. a

nd/
or 

its 
affi

liat
es.

 Al
l rig

hts
 re

ser
ved

.

Sta
rt w

ith 
an 

am
biti

ous
 vis

ion
Wi

th b
usi

nes
s/m

iss
ion

 lea
der

shi
p

So
lve

 the
ir p

rob
lem

s; m
ake

 the
ir e

xpe
rien

ces
 yo

ur 
prio

ritie
s

Th
ink

 be
yon

d th
e o

rg 
cha

rt
Ign

ore
 or

 br
eak

 do
wn

 sil
os;

 be
 inc

lus
ive

 an
d e

mb
rac

e d
ive

rsit
y

Us
e a

n (
inc

rem
ent

al, 
iter

ativ
e, a

gile
) a

ppr
oac

h
Sh

ow
 tan

gib
le p

rog
res

s; b
uild

 mo
me

ntu
m

Be
st 

Pra
cti

ces
 fo

r D
igi

tal
 Go

ver
nm

en
t



30
© 2

017
 Ga

rtn
er,

 In
c. a

nd/
or 

its 
affi

liat
es.

 Al
l rig

hts
 re

ser
ved

.

Ta
kes

 too
 mu

ch 
ene

rgy
, to

o lo
ng;

 litt
le d

isc
ern

ible
 ch

ang
e

Fin
d a

 lea
der

 (o
r le

ade
rs)

Cla
rify

 ro
les

 & 
res

pon
sib

iliti
es

Ch
oos

e y
our

 ro
le(s

) a
nd 

lea
der

shi
p s

tyle
(s)

 wi
sel

y
Be

st f
it to

 ev
olv

e o
rga

niz
atio

nal
 cu

ltur
e; n

ot a
 for

ce 
fit

Ad
opt

 a p
latf

orm
 mi

nds
et

Op
en,

 re
usa

ble
, sh

are
d, r

eco
nfig

ura
ble

Be
st 

Pra
cti

ces
 fo

r D
igi

tal
 Go

ver
nm

en
t (c

on
clu

de
d)



31
© 2

017
 Ga

rtn
er,

 In
c. a

nd/
or 

its 
affi

liat
es.

 Al
l rig

hts
 re

ser
ved

.

To
 Mo

ve 
Be

yo
nd

 E-
Go

ver
nm

en
t

As
ses

s y
our

 or
gan

iza
tion

's r
ead

ine
ss 

for
 dig

ital
 tra

nsf
orm

atio
n:

Rig
ht f

it c
ultu

rall
y?

Rig
ht s

cop
e a

nd 
tim

e to
 va

lue
?

Rig
ht a

lign
me

nt w
ith 

citi
zen

 ne
eds

 an
d w

ant
s?

Ev
alu

ate
 yo

ur 
opp

ort
uni

ty t
o im

ple
me

nt a
 dig

ital
 str

ate
gy:

Rig
ht g

ove
rna

nce
 an

d b
udg

et?
Rig

ht c
apa

city
 an

d c
apa

bili
ties

? 
Rig

ht u
se 

cas
es 

(dig
ital

 civ
ic m

om
ent

s)?
Rig

ht m
etr

ics
?

Re
co

mm
en

da
tio

ns
 fo

r G
ov

ern
me

nt 
CIO

s a
nd

 IT
 Di

rec
tor

s



32
© 2

017
 Ga

rtn
er,

 In
c. a

nd/
or 

its 
affi

liat
es.

 Al
l rig

hts
 re

ser
ved

.

Bu
sin

ess
 an

d 
Te

ch
no

log
y T

ren
ds



33
© 2

017
 Ga

rtn
er,

 In
c. a

nd/
or 

its 
affi

liat
es.

 Al
l rig

hts
 re

ser
ved

.

Mo
re 

Th
an

 Al
ign

ed
: T

ech
no

log
y a

nd
 Bu

sin
ess

 ar
e F

us
ed

Cit
ize

n E
xpe

rien
ce 

Ma
nag

em
ent

Dig
ital

 Eq
uity

Ev
olv

ing
 Ci

vil 
Se

rvic
e

Co
mm

uni
ty R

esi
lien

ce
Dig

ital
 Le

ade
rsh

ip
Su

sta
ina

ble
 Cy

ber
sec

urit
y

Pe
rfo

rm
anc

e M
ana

gem
ent

 3.0
Ins

titu
tion

al A
gili

ty
Pa

rtn
er 

Ec
osy

ste
ms

Ins
igh

t-D
rive

n W
ork

for
ce

Go
ver

nm
ent

 Bu
sin

ess
Tre

nds
Mu

ltic
han

nel
 Ci

tize
n E

nga
gem

ent
Cit

ize
n e

-ID
Dig

ital
 W

ork
pla

ce

AP
I M

ana
gem

ent
Me

sh 
Ap

p a
nd 

Se
rvic

e A
rch

itec
tur

e
Ris

k-B
ase

d S
ecu

rity

Sm
art

 Ma
chi

nes
Op

en 
Da

ta M
ark

etp
lac

e
Blo

ckc
hai

n

An
aly

tics
 Ev

ery
wh

ere

Go
ver

nm
ent

 Te
ch

no
log

yT
ren

ds
Clo

ud

Mo
bile

So
cia

l

Info
rm

atio
n

Inte
rne

t of
 Th

ing
s



34
© 2

017
 Ga

rtn
er,

 In
c. a

nd/
or 

its 
affi

liat
es.

 Al
l rig

hts
 re

ser
ved

.

Hy
pe

 Cy
cle

 fo
r D

igi
tal

 Go
ver

nm
en

t T
ech

no
log

y, 2
017

Inn
ov

ati
on

 
Tri

gg
er

Pe
ak 

of
Inf

lat
ed

 
Ex

pe
cta

tio
ns

Tro
ug

h o
f 

Dis
illu

sio
nm

en
t

Slo
pe

 of
 En

lig
hte

nm
en

t
Pla

tea
u o

f 
Pro

du
cti

vit
y

tim
e

exp
ect

ati
on

s

Pla
tea

u w
ill b

e r
eac

he
d i

n:
les

s th
an 

2 y
ear

s
2 to

 5 y
ear

s
5 to

 10
 ye

ars
mo

re t
han

 10
 ye

ars
obs

ole
te

bef
ore

 pla
tea

u

As
 of 

Jul
y 2

017

Dig
ital

 Go
ver

nm
ent

Te
chn

olo
gy 

Pla
tfor

ms
AP

I M
ark

etp
lac

es

Cu
sto

me
r E

nga
gem

ent
 Hu

b
Sm

art
 W

ork
spa

ce

Sm
art

 Ro
bot

s
Da

ta C
las

sifi
cat

ion
IoT

 Pl
atfo

rm
Ge

osp
atia

l an
d L

oca
tion

 Int
elli

gen
ce

Co
gni

tive
 Ex

per
t A

dvi
sor

s

Ev
ent

 St
rea

m P
roc

ess
ing

Pre
dic

tive
 An

aly
tics

So
ftw

are
-De

fine
d A

nyt
hin

g (
SD

x)
Fu

ll L
ife 

Cy
cle

 AP
I M

ana
gem

ent
Me

sh 
Ap

p a
nd 

Se
rvic

e A
rch

itec
tur

e
Vir

tua
l C

ust
om

er A
ssi

sta
nts

Clo
ud 

Co
mp

utin
g

Clo
ud 

Off
ice

IT 
Ris

k M
ana

gem
ent

 So
luti

ons

Da
ta L

oss
 Pr

eve
ntio

n
So

cia
l M

edi
a E

nga
gem

ent
 Ap

plic
atio

ns
Str

ong
 Au

the
ntic

atio
n 

for
 En

ter
pris

e A
cce

ss
Da

ta Q
ual

ity 
To

ols

Fra
ud 

De
tec

tion

Blo
ckc

hai
nin

 Go
ver

nm
ent

IDa
aS

Clo
ud 

Se
rvic

es 
for

 Go
ver

nm
ent

Cro
ss-

Ag
enc

y C
ase

Ma
nag

em
ent

Clo
ud 

Ac
ces

s S
ecu

rity
 Br

oke
rs

Da
ta M

ark
etp

lac
e



35
© 2

017
 Ga

rtn
er,

 In
c. a

nd/
or 

its 
affi

liat
es.

 Al
l rig

hts
 re

ser
ved

.

Dig
ita

l C
ivic

 Mo
me

nts



36
© 2

017
 Ga

rtn
er,

 In
c. a

nd/
or 

its 
affi

liat
es.

 Al
l rig

hts
 re

ser
ved

.

Go
ver

nm
en

t M
us

t D
esi

gn
 Hu

ma
n-C

en
ter

ed
 Di

git
al S

erv
ice

s



37
© 2

017
 Ga

rtn
er,

 In
c. a

nd/
or 

its 
affi

liat
es.

 Al
l rig

hts
 re

ser
ved

.

Dig
ita

l C
ivic

 Mo
me

nts
: J

ob
 Lo

ss 
an

d R
eco

ver
y

IA

Bro
ad

er
Ec

os
yst

em

IoT
 an

d
Co

nte
xt-

Aw
are

ne
ss

So
cia

l D
ata Vir

tua
l P

riv
ate

 
As

sis
tan

t
Ou

tco
me

s
Qu

ick
er 

re-
em

plo
ym

ent
Qu

ick
er, 

per
son

aliz
ed 

sup
por

t
Mo

re 
opp

ort
uni

ties

Re
duc

e th
e le

ngt
h o

f un
em

plo
ym

ent
 

and
 los

t in
com

e th
rou

gh 
the

 sw
ift 

ret
urn

 to 
a s

uita
ble

 job
. 

Sin
gu

lar
 Ob

jec
tiv

e

Ela
ps

ed
 tim

e: 
<30

 m
inu

tes



38
© 2

017
 Ga

rtn
er,

 In
c. a

nd/
or 

its 
affi

liat
es.

 Al
l rig

hts
 re

ser
ved

.

Dig
ita

l C
ivic

 Mo
me

nts
: A

dd
res

sin
g a

 Ma
jor

 In
cid

en
t

Ou
tco

me
s

Op
tim

al d
epl

oym
ent

 of 
firs

t 
res

pon
den

ts
Pre

dic
tion

 of 
fire

 an
d p

ollu
tan

t 
spr

ead
ing

Mo
re 

effi
cie

nt t
riag

ing
, 

dis
pat

chi
ng 

to r
ele

van
t ho

spi
tals

Mo
bil

e P
ho

ne
s

Dro
ne

s

Se
cu

rity
/Tr

aff
ic

Ca
me

ras

Bo
dy-

Wo
rn

Ca
me

ras

Wi
nd

 an
d T

em
p

Se
ns

ors
IA

Sin
gu

lar
 Ob

jec
tiv

e
Ac

cur
ate

ly a
sse

ss 
all 

rea
l or

 
pos

sib
le t

hre
ats

 to 
hum

an 
life

 an
d 

pro
per

ty t
o ta

ke 
pre

cis
e, a

ppr
opr

iate
 

act
ion

s.
Ela

ps
ed

 tim
e: 

5 m
inu

tes



39
© 2

017
 Ga

rtn
er,

 In
c. a

nd/
or 

its 
affi

liat
es.

 Al
l rig

hts
 re

ser
ved

.

Dig
ita

l C
ivic

 Mo
me

nts
: T

urn
ing

 Ta
xes

 In
to 

a S
erv

ice

Ou
tco

me
s

Gre
ate

r ta
x c

om
plia

nce
Gre

ate
r re

ven
ues

Mo
re 

tax
 br

eak
s

Lin
kin

g ta
xat

ion
 to 

gre
en 

beh
avi

ors

Cre
dit

Ca
rd 

Da
ta

Ins
ura

nc
e D

ata

Ca
r D

ata

Ho
me

 Ap
pli

an
ce 

Da
ta

IA


