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What are the new and evolving needs
of the city and citizens?

How does this change the work we
do?

Where will our employees
interact with customers?

Where and how can our
employees do their best
work?

What skills and behaviours
will our people need to
thrive?

How might our culture
need to shift?
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The Nature of
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Transformation (Annual Critical
Programme Path)




Maturity and Vision
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OUTCOMES

ENABLERS

People
and culture

Governance
and rules

Technology
and data
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Analog
Government

Complex processes
Lack of data and efficiency

Teams formed from single
agencies with single
specializations

Waterfall implementation
Hierarchical structure

Data held for single scenarios
Tech solutions fixed to siloed
requirements

Transactional
Government
Multiple service portals and
websites
Personal data submitted
multiple times
Data not shared between teams
Policies predicated on limited
data sets

Digital skills start to be bought
in or developed

Mandates and budgets allocated
by agency (not outcome)

Connection of transactional
services to existing back end
operating systems

Service-centered
Government

Full services offered operating
across agencies

‘Tell us once’ approach to data
use enabled

Citizen-facing employees have
access to all data they need

Services can be proactively
targeted to groups

Multi-disciplinary teams
User research and co-design

Cross-agency accountability
Agile delivery approaches

Digital Identity

Implementation of cloud strategy
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Intelligent
Government

Multiple sources of data used to
model impacts and formulate
positions, policy and interventions

Personalized, accessible, proactive
services and operations

Proactive responses to
crisis situations

Citizens control their data
and trust uses of Al

Public servants freed from

low-value tasks to add
greater value

Digital and data embedded in
leadership discussions

Responsible Al approach
Data standards and governance

API based design and verification
Comprehensive, scalable data
capture



Service Components

Channels
mobile/
web

Dynamics
365 Case
mgmt

AD
Identity
and role
mgt

ArcGIS
Mapping

Channels
online
calls

Message

Granicus
exchange

AB1
Chatbot Web Portal
Appts Notificatio
mgmt C n Services
Blue Prism Azure Payments/
RPA APIM Invoicing
Data CKAN
Records analytics Open Data
Publishing

and Al

mgmt
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Internal Drivers and Enablers

Main

Drivers

for Cost Trajectory
AR * Reduce costs
* Visibility and control of cost base
* Simplification and standardisation
* Rationalise licencing

Enabling
Strategies

End of life/ igital Princi
burning
platforms

Business
change
opps

Regulatory
change

Technology Trajectory
Iﬁ::’g‘:';’s; « Removal of components/ systems

* Simplify support
* Drive controlled self service
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Target
Architecture
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Data migration

Data modernisation .
Data Intelligence

Advanced Analytics (A/ML)
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Foundational Strategic Value and Capabilities
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Create active and Communicate the People feel People share their Engage managers and J People are collectively g Measuring if our People make change
visible executive business reasons of the § knowledgeable, views and ideas supervisors to guide designing solutions to  § changes are having the § happen. Spontaneous
engagement change and how the capable and confident § through established employees through organization wide desired impact towards J self-led groups with

change will impact to transition to the reliable channels, digital E changes, reinforce and § issues or challenges set § solving problemsand § minimal intervention

employees future state and face-to-face. role model behaviours E by leadership achieving our business g corporately.

at a local level. objectives g



Digital Champs and Super Champs
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someone
you know

In your
own
language



