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Introduction

The world is hungry for
a new kind of leadership.

The latest Technology Vision
2021 for Public Service
explored the challenges and

More public and private enterprises than ever have opportunities now facing
embraced the axiom that every business is a public service organisations
technology business, and they have ignited a new era and leaders around the globe.

of exponential transformation as technology
continuously reshapes agencies, industries and
human experience.

Our findings and analysis point
to five key trends government
agencies can harness to shape
As they begin shaping their post-pandemic reality, the a new—and better—future.
private and public sectors must learn to become skillful

in change.



During the pandemic, it became starkly clear that there is no
leadership without technology leadership. A year ago, many
public service technology leaders were working hard to keep

the proverbial lights on.

In the last 12 months, however, they have been forced
to rethink how they make technology decisions and
investments. Fifty percent of public service
respondents reported ramping up their use of cloud
technologies in direct response to the crisis.
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of respondents agree
that their organization
needs to fast forward
digital transformation
with cloud at its core
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Introduction

The rapid rise in fully online citizen services—
from updating eligibility for public benefits to
renewing licenses and registrations—has
opened public service organisations’ eyes to
a new reality.

At the same time, challenges with quickly
implementing vaccine management

and distribution platforms and services
demonstrated challenging in some
jurisdictions.
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The successes and challenges affirm that
appropriate cloud platforms must become
part of the core, not just the periphery,

of an agency.

Technology is no longer just one vehicle for
success—it is the vehicle all possible success
depends on. In fact, 93% of public service
leaders agree that their organisation’s ability
to generate value will increasingly be based
on the limitations and opportunities of its
technology architecture.




Introduction

Rapid digital acceleration during the pandemic has

cemented technology as the cornerstone of leadership.

The gap between digital leaders and laggards grows
by the day and committing to a wait-and-see approach
could jeopardise the quality of services that
governments deliver to their constituents.

Leadership demands that government organisations
prioritise technology innovation in response to a
radically changing world.

of public service leaders
agree that their organisation’s
business and technology
strategies are becoming
inseparable—even
indistinguishable.



#techvision2021

The Technology Vision 2021 for Public Service survey explored the
challenges and opportunities now facing public service organisations
around the globe. Our findings and analysis point to five key trends
governments can harness to shape a new—and better—future.

Stack Mirrored I, Technologist Anywhere, From Me
Strategically World Everywhere toWe
Architecting a The Power of The Democratisation Bring Your Own A Multiparty
Better Future Massive, Intelligent, of Technology Environment System’s Path
Digital Twins Through Chaos
The technology In building and Government agencies Post-pandemic, no one Government agencies

choices public service
organisations make
today will determine
what they can or
cannot do long into
the future.

connecting intelligent
twins, public service
organisations are
unleashing the next
generation of citizen
service delivery.
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can Now equip every
employee with the
tools and skills to build

technology solutions at
the point of need.

is going “back to work”
as they remember it.
Public service is
moving into a new
future in which work
can be done

from anywhere.
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are changing how they
partner—from supply
chains to digital
ecosystems.
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Trend 1‘0

Stack
strategically

Architecting a better future




1 Stack strategically

Becoming an expert at
change begins with
recognising that business
and technology strategies
are increasingly
indistinguishable.
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1 Stack strategically

While technology augmented parts of
government operations, few approached their

technology and business strategies as one. Now,

all of that is changing.

In response to the COVID-19 pandemic,
governments across the globe made rapid
digital transformations, accelerating their
journeys to the future.

Government agencies’ strategies cannot be
achieved without supporting technology
strategies. Thus, there can be no leadership
without technology leadership.

The opportunity—and challenge—that is present
allows leaders to tailor every layer of technology
architecture to serve citizens with a truly
differentiated approach.



1 Stack strategically

As public safety and human services
agencies begin to work together more,
public service leaders must decide
how—and which—technologies

will work together.

These rapid transformations and the sudden
influx of new technologies have ignited a
new era of public service—one where
architecture matters more than ever, and
better outcomes start in technology stacks.
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of public service leaders
agree that technology
architecture is becoming
critical or very critical

to the organisation’s
overall success.



https://www.accenture.com/gb-en/insights/public-service/coronavirus-public-service-for-a-new-era

1 Stack strategically

Government enterprises are
weighed down by technical

debt as outdated technology
holds them back.
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Introduction 1 Stack strategically 2 3 4 5

Stacking strategically
around the globe.

Look at the UK Department for Work & Pensions (DWP), which
prior to the pandemic had begun a cloud transformation
including both microservices and the creation of an AP library.

During the pandemic, when demand started surging, DWP was
able to identify and quickly scale up critical services.2 What's
more, their API library, full of reusable templates and code,
allowed developers to rapidly string together new services for
citizens to address the unique circumstances they faced.

In record time, employees were able to create automated
systems for uploading medical records, requesting universal
benefits checks, and issuing free school meal vouchers.
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As public service leaders thread
technology through all aspects
of public service,

the valuable trove of data generated
can be used to build massive networks
of intelligent digital twins.

The mirrored world these next-generation twins create is
fuelling change by unlocking the trapped value of data and
making it possible to simulate, predict and automate by
seamlessly bridging the digital-physical divide.
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When initially adopted, digital twins were =
championed for their ability to monitor, simulate
and streamline the data of discrete devices. But

recently, the scale of the models, layering in@f =

artificial intelligence (Al) and increase in ad
has transformed the equation.

Public service innovators all across the indust
particularly in postal organisations, border

networks of intelligent twins, linking many tv
together to create living models of ports, citie
and delivery networks.
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1 2 Mirrored World 3 4 5

They are creating unbroken threads of
data—fabrics that will soon be essential
to every public service enterprise’s
digital strategy.

The mirrored world is the amalgamation of these
threads; as more public service organisations build
and connect intelligent twins, bringing more of their
organisation into digital space, they are opening a
cornucopia of new opportunities and next-generation

citizen service delivery models.
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30%

of public service leaders
agree that COVID-19 has
punctuated the importance
of digital twins to better
support enterprise-wide
agility at every level

of the organisation.



https://www.accenture.com/gb-en/services/public-service/next-generation-service-delivery

Introduction 1 2 Mirrored World 3 4 5 #techvision2021

Mo

of public service leaders believe their organisation
requires a mission control, or central intelligence
hub, to gain insights into complexities and model
their organisation’s processes, people and assets
compared to 90% of commercial leaders
responding to the same question.
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2 Mirrored World

Introduction

Digital twins around the globe

The Port of Rotterdam offers a glimpse into
what mirrored world ecosystems can achieve
when big-picture visibility and intelligence are
combined.3 The Port is the largest in Europe,
serves around 30,000 ships per year, and is
using an intelligent twin to provide shipping
companies with a more efficient, cost-
effective, and seamless experience.
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In collaboration with IBM Watson, the Port.
equipped its expansive dock with sensors th
collect comprehensive information about ™, = |
things like air temperature, wind, humidity, and
water conditions, and even has “Digital
Dolphins”: smart quay walls and buoys with
sensors. Using Al to analyse all the collected
data, the Port can predict best times to moor
and depart, or calculate how much cargo
needs to be unloaded at a deeper part of the
port to allow a ship to continue sailing through.
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1 2 31, Technologist 4

Public service
organisations must
ensure their people are
empowered to become
drivers of change.

That outcome is achievable through Government agencies can ignite
technology democratisation, making grassroots innovation by equipping

ful technoloov capabilities every emp'loyee with the tools.and
pOWGI‘. u i gy cap skills to build technology solutions
accessible without the need for at the point of need.

specialised skills.
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An undeniable shift is underway:

Powerful technology capabilities are being put into people’s hands,
usable without highly specialised skills. It's not about a single tool or
service, but the culmination of an array of democratising technologies.

Natural language processing, low-code or fix pain points on their own. Without
platforms and robotic process automation needing to request major IT projects, people
(RPA) are just a few of the capabilities and can create a custom dashboard for a group’s
services making technology more accessible. finances, build an app to approve and

Each has different and unique applications; all automatically fulfill purchase orders and much
are bringing the innovative power of more. Suddenly, the power to create
machines into the hands of people with technology solutions is entering the hands of
as little friction as possible. Democratised people across the enterprise.

technology lets people optimise their work
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Introduction 1 2 31, Technologist

Organisations can teach non-
IT employees to think like
technologists—putting the
skills gap in the past. Leaders
in the future will be the ones
who rethink their approach
from “who can | hire?” to
“how can | empower?”

This shift could not come at a
more critical time for public
service organisations. As they
seek to compress digital
transformation into a rapid
timeframe and reorient for
new circumstances, they can
use these tools to empower
all members of the enterprise
as agents of change.
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Some public service organisations
are already working on
democratised capabilities.
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31, Technologist

Existing cloud solutions where agencies have already made investments
offer a stepping stone to the use of democratised technology:

Using Amazon'’s Agencies can further Social services agencies

Honeycode, government improve management of can use Microsoft Teams

agencies can build mobile contacts, cases and to directly embed

and web apps without workflows using Microsoft Power Apps,

writing a single line Salesforce’s Lightning enabling case workers

of code.4 App Builder, a point-and- to manage caseloads
click tool for creating more effectively.®

custom pages on the
Salesforce app.®
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Public service leaders show a strong interest in training
on technology democratisation

/% 0% 39%

of public service of respondents expect agree that such training
respondents believe moderate or significant strategies must include a
technology investments in non-IT focus on security and
democratisation is employees’ technology data governance.
becoming critical to their democratisation training

ability to ignite innovation next year.

across their organisation.
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Technology democratisation
around the globe

The Office of the Revenue Commissioners in As citizens demand more from public service
Ireland (Revenue) saw the opportunity to agencies, including intuitive and responsive
better meet customer needs using new "living" services that fit seamlessly into their
technology and delivered a first-in-the-world, lives, organisations will need to drive digital
game-changing outcome that combined the transformation forward. This project is a prime
best of technology and human ingenuity. example of how future systems can be

designed to adapt-to-humans rather t than

Revenue developed technglogy that offgrs an petTing himaiers el RiTeChT)TO‘Qw
24/7 automated service using Al and a Virtual -

Digital Assistant to manage phone calls, BN S S :‘7
providing the most efficient and effective e _n* E =
experience for customers.”
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https://www.accenture.com/us-en/case-studies/public-service/revenue-voicebot

a Trend 4

*Anywhere,
Everywhere

Bring Your Own Environment
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1 2 3 4 Anywhere, Everywhere

Public service agencies can
serve citizens from anywhere
and everywhere as they equip
the workforce to Bring Your
Own Environment (BYOE).

The single biggest workforce shift in living memory
is positioning these organisations to further explore
the benefits of a virtualised workforce and expand
their boundaries.
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4 Anywhere, Everywhere

In 2020, government leaders made drastic moves
to keep “business” going and employees safe
during the pandemic, sending swaths of their
people to work from home and doubling down on
technology solutions to keep them productive.
Billions of people around the world changed
behavior overnight. In the United States alone,
research conducted by Stanford in May 2020
found nearly twice as many people were working
from home than working on-site—accounting for
more than two-thirds of economic activity.?

Many public service entities approached
these changes as short-term solutions to
a temporary problem.
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But in fact, they're part of a longer-term solution
to some persistent challenges. Post-pandemic, no
one is going “back to work” as they remember it.
Rather, employers and employees—in the private
and public sectors—are moving into a new future,
one where work can be done from anywhere.

Three years from now, successful government
organisations will be the ones that resisted the
urge to race everyone back to the office in favor
of rethinking their workforce model—balancing
workforce benefits and mission outcomes. The
most effective public service organisations will be
physically distributed, creatively connected,
empowered by technology and able to innovate
from anywhere.



https://www.accenture.com/gb-en/insights/public-service/reimagine-work
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A BYOE strategy
lets you rethink
how you recruit

new employees.

Openlng }lp Lo the 1(_1ea of of public service
geographlcall_y dl_strlbutegl | respondents agree or
employees will give public service strongly agree that the
organisations access to a truly remote workforce unlocks
global talent pOOl. the market for difficult to

find talent and expands the
competition for talent
among organisations.
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Virtualised work
around the globe

In the United Kingdom, NHS (National Health Service)
Digital—the IT provider for social and health systems in
England—partnered with Microsoft and Accenture to make
Microsoft Teams available to 1,275,000 NHS staff. The
platform lets doctors conduct virtual appointments, allows
the NHS to host virtual town hall events, and makes it easier
for staff in isolation rooms to communicate and collaborate
with colleagues outside.®
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5 From Me to We

' The challenges and
opportunities ahead
£ are vast.

From supply chains to digital ecosystems, the pandemic
showed just how brittle globe-spanning relationships can be.
By rebuilding these partnerships with technology at the centre,
public service enterprises are finding ways to adapt together.




1 2 3 5 5 From Me to We

of public service respondents
agree or strongly agree that
implementations of multiparty
systems in their industry are
rapidly shifting from
ambitious undertakings to
desperately needed solutions.

X
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Multiparty systems facilitate
a shared data infrastructure
between individuals and
organisations that drives
efficiency and builds new
business and revenue
models.

They include blockchain,
distributed ledger, distributed
database, tokenisation, and a
variety of other technologies
and capabilities.



1 2 3 5 5 From Me to We #techvision2021

Despite the economic hardships many
companies faced, IDC forecasted
blockchain to maintain double-digit
year-over-year growth, with
worldwide spending reaching $4.3B
for 2020.1°

With the benefit of hindsight, the explosion in adoption of
multiparty systems isn't all that surprising. One of the
biggest impacts of the pandemic was how it unveiled global
enterprise fragility, leaving companies across industries cut
off from their partners and scrambling for answers. Yet
government agencies were remarkably resilient, in many
cases thanks to the technologies behind their partnerships.
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5 From Me to We

resilient, adaptable and
trustworthy foundation

There are challenges (security and privacy of
citizen data and workforce sensitivities, to name
a few), but there is also opportunity. Disruption
has upended previous expectations for
ecosystems and ambitious enterprises are
creating new standards for the industry.
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Coordinated, strategic ecosystem
partnerships will set public service entities
up to address today’s disruptions and be
better prepared to weather new ones; they’l|
also enable ways to create new interactions
or discover new ways to deliver outcomes.

These partnerships will start to converge
in order to solve new problems, like the
emerging collaboration between healthcare

and travel, or even begin to define entirely

NEew Services.
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90%

of public service respondents agree that
multiparty systems will enable their ecosystems
to forge a more resilient and adaptable
foundation their organisation’s partners.
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Multiparty systems
around the globe

Accenture helped SkillsFuture Singapore by cre:
centralised, cryptographic transaction logging
tamper-proof grant processing. The organisatic
created an ecosystem of industry, training prc
government agencies to help develop an inte
high-quality system of education and trair
highly responsive to constantly evolving
economy, creating a culture of lifelong le
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Executive Summary #techvision2021

Broaden the horizons
of leadership.

In the past year, government
agencies were forced to confront
deep-seated assumptions about how
fast they can pivot, where or how Some froze, watching their old
work gets done, even how they convictions crumble; many shattered
_ ) | .
collaborate with other governmental the bureaucracies and assumptions
. . S holding them back—becoming the
ag_enaes’ IlOIlpI‘Oflt orgamsatlons and leaders that everyone will follow.
private players, among others.
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Executive Summary

There is a temporary vacuum as employees,
residents and partners all continue to
establish a new set of preferences for the next
normal. Boundless opportunity lies ahead for
the public service organisations willing to
break from the mentality of “that’s how we've
always done it” and become part of crafting
what comes next.

This could be reimagining partnerships and
collaborations, reinventing the citizen
experience, revolutionising how data flows
among agencies and partners or fostering the
advantages of a virtualised workforce—even
when social distancing is no longer

a necessity.
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As they pioneer the new normal, governments
are poised to have an outsized impact on the
world around them—bolstering trust and
demonstrating a commitment to rebuild the
world better than it was before the pandemic.

That goal will mean expanding the definition
of “value” to include how well people thrive,
the impact left on the environment, growing
inclusivity and more. As public service
organisations lean more on the capabilities of
technology, they need to recognise more
than just the value it provides. They must
measure its impact through a wider lens.




Executive Summary #techvision2021

Leaders don’t wait for

the new normal, they
build it.

As the saying goes: The best way to
predict the future is to invent it.

Prioritising technology is essential to ensuring that
public service agencies can keep pace with highly
complex, rapidly evolving challenges and growing
citizen expectations.
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Executive Summary

True leadership will require the
public sector to embrace radically
different mindsets and models. In
the face of sweeping change, the
world demands leadership that
thinks boldly in response. In many
geographies, this may require
public sector leaders to join forces
with each other—creating
powerhouses of collaboration.

Indeed, thriving in this moment will
require ambitious public service
leaders not content to rehabilitate
their operations to what they were,

> Technology Vision 2021 | accenture.com/technologyvision

but willing to upend convention
and wield their vision for the
future.

From the workforce, to supply
chains, to technology, ting,
and revenue models, | have
spent decades building systems for
static purposes. In that era, change
happened slowly and expectedly.
But today outcomes are being
achieved by those with the
audacity to reimagine it all.

Let there be change.

Copyright © 2021 Accenture. All r18
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