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Executive Summary

Digital transformation is more about
humans than technology

Modern government organisations are prioritising
their customer-centric strategy. Digital transformation
isn't simply swapping out old systems for new ones —
it's creating a resilient, agile organisation that evolves
with changing needs, delivering digital public services
to meet evolving human demands.

Successful transformation is grounded in an
understanding of how citizens use the services.

It means rethinking internal and external-facing
processes first, before using data and technology to
solve the challenges.

This creates a connected, powered, trusted
organisation.

What it takes to make humans the
focus of your transformation

Digital transformation is a continuous process that
enables government departments to evolve to meet
changing conditions and mission goals. How does a
department ensure humans are at the heart of
transformation?

Understand users’

needs

Engaging employees and citizens — who will directly
interact with emerging systems and role model any
new processes — early in the process gives them a
sense of ownership and improves user adoption.
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Use agile and human-
centered methods

Rather than just automating a process, adopting
agile and human-centered achieves true digital
transformation.

a. Agile is the delivery method to build the solution.
Agile delivery is constantly evolving to keep up
with user expectations, analysing and identifying
opportunities to improve processes and service
delivery where needed

b. Human-centered design guides experience
creation, guided by the people the experience will
directly affect

Build data expertise
as the foundation

When digital transformation begins with a user
experience focus, data is constantly used to
reinform and improve. The modern government has
a workforce that can handle and analyse big, small,
and wide data.




Big data is detailed transactional-level
data that stores every footprint of
all parts flowing in the supply chain

Q Build and reskill an adaptable
(ﬂ@ workforce

network. An adaptable, flexible workforce is vital to helping

transform an organisation to manoeuvre in a digital
Small data examples are spreadsheets environment. This engaged, empowered team will
that many organisations create not only shift with new demands but also anticipate
and maintain for routine or ad- hoc and meet transformation change.

reporting and analysis.
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Modernising means change for every person and
process across the government organisation, at
local and central levels. The workforce, across all
Use emerging technologies functl_on_s, must be agile ar)d_prepared t.o reskill as
thicallv and efficientl the mission evolves. What's important is that every
ethi \ y person knows how they fit into the bigger picture.

All modernisation of systems and processes must
add scalability and enable organisations to think and
work differently, while enhancing the way
employees and citizens live and work.

Four phases of human-centered design
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