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The creation of new 

business designs by 

blurring the digital and 

physical worlds

Digital Business
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360 View of Disaster Within 

5 Minutes

Imagine Government Performance
in the Digital Industrial Economy

New Job Prospects Within 

30 Minutes

Remote Intervention Within 

10 Minutes



Moving at the Speed of Civic Moments: More Things Will 
Act on Data

Things

Business

People

Today

Tomorrow

Data

Data

Job LossEmergency Response

Elderly Home Care

The Civic Moment
An event that triggers the exchange of data and 

coordinated actions across a network of people, 

businesses and things to achieve

a singular objective.



NOT a Civic Moment

Image: http://aids2012.ucsf.edu/2012/07/27/waiting-in-line-at-the-dmv-get-an-hiv-test/



Civic Moment: Job Loss Scenario

1. Employer notifies employment 

department (ED) of workforce 

reduction.

2. ED creates personalized job seeker 

profile based on individual attributes.

Reduce the length of unemployment and lost income through the swift 

return to a suitable job. 

Singular 

Objective

3. ED scans regional market job skill 

needs and current opportunities.

4. ED transmits data package to 

Analytics-as-a-service (AaaS) 

contractor.

5. AaaS contractor uses proprietary 

algorithms to determine probable 

paths to gainful re-employment.

6. AaaS contractor transmits findings 

to ED. ED calculates unemployment 

benefit.

9. ED develops integrated service plan, 

sets up electronic benefits transfer, and 

identifies supplemental income means.

8. Job seeker reviews options, 

completes questionnaire and returns 

to ED. 

7. ED contacts job seeker with 

employment options, UI amount, and 

brief questionnaire.

Elapsed time:

<30 minutes

Image source: http://thecareercoachblog.com/2011/07/laid-off-and-looking/



Civic Moment:
Elderly Home Care Scenario

1. Home sensors detect that Beth, 

affected by mild dementia, has left the 

house and is in the garden.

2. Proximity sensors close to the gate 

detect that Beth is approaching.

3. Beth's relatives are notified via text 

and email.

4. They ascertain Beth's position via 

surveillance cameras and remotely 

lock the gate.

5. Voluntary organization is notified of 

gate-lock condition and dispatches the 

nearest caregiver.

6. Caregiver checks vitals
and activates entertainment system 
and talks to Beth through 
loudspeakers
in the garden.

9. Caregiver checks Beth's status 

through entertainment webcam, 

notifies relatives and unlocks gate.

8. Entertainment system automatically 

selects a game that increases Beth's 

engagement.

7. Reminded of games she enjoys 

playing, Beth re-enters her house.

Elapsed time:

<10 minutes

Image source: www.washingtonpost.com/local/dc-politics/pioneering-the-granny-pod-fairfax-county-family-adapts-to-high-tech-dwelling-that-could-change-elder-

care/2012/11/25/4d9ccb44-1e18-11e2-ba31-3083ca97c314_story.html

Reduce social and financial cost of care by increasing self-sufficiency in 

elderly or disabled people. 

Singular 

Objective



Civic Moment: Precision Emergency Response Scenario

1. Public safety aerial surveillance 

platforms detect hazmat incident and 

dispatch emergency responders. 

2. Nearby hospitals, medical facilities 

alerted. School

and business emergency protocols 

activated. 

Accurately assess all real or possible threats to human life and property to 

take precise, appropriate actions.

3. Civilian vehicle navigation devices 

route traffic away

from incident. 

4. Shipping manifest transmits hazard 

classifications of cargo to emergency 

personnel. 

5. Individual hazmat containers 

transmit status

of contents and physical environment. 

6. Remote sensors continuously 

monitor air quality, weather conditions 

and infrastructure integrity.

9. First responders arrive. Incident 
commander's decisions are informed
by a full spectrum view
of a dynamic situation.

8. Drones monitor on-scene human 

and vehicular activity to detect and 

note atypical activities or behaviors. 

7. Incident data and social media are 
analyzed
to measure progress,
predict outcomes and recommend 
tactics. 

Elapsed time: 5 minutes

Image source: http://abcnews.go.com/US/12-wrongful-death-suits-filed-quebec-train-crash/story?id=19831159

Singular 

Objective



Government is not a 
business…

Source: 2018 CIO Agenda Industry Insight: Government (G00337593)



Government is not a 
business…

…but it is moving in 
that direction.

Enablement
51%

Optimizing
28%

Transforming
21%

Enablement
50%Optimizing

30%

Transforming
20%

Government
n = 303

Other Industries

n = 1,903

Q. What percentage of your organization's spending on digital initiatives addresses each 

of these areas? 

Base: Has digital initiative, excludes DK, n varies by segment

Source: 2018 CIO Agenda Industry Insight: Government (G00337593)
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Other 

Industries

30%

8%

14%

Government Business, Technology and Spending 
Priorities

Business Priorities – Government

Digital business/digital transformation 18%

Security, safety & risk 13%

Governance, compliance, regulations 12%

Technology initiatives/improvements 11%

n = 379

Base: All answering, excludes DK, n varies by segment

Q. Thinking about your organization as a whole, what would you say are its top business 

objectives for the next two years (2017/2018)?

Technology Priorities – Government

Cloud services/solutions 19%

BI/analytics 18%

Infrastructure/data center 11%

n = 401

Base: All answering, excludes DK, n varies by segment

Q. Which technology area do you think is most important to helping your business differentiate 

and win?/is most crucial to achieving your organization's mission? 

Increasing Spend – Government

Cloud services/solution 19%

Cyber/information security 17%

BI/analytics 16%

Infrastructure and datacenter 14%

n = 413

Base: All answering, excludes DK, n varies by segment

Q. What are the technology areas where your organization will be spending 

the highest amount of new or additional funding in 2018? 

n = 346

Base: All answering, excludes DK, n varies by segment

Q. What are the technology areas where your government or public entity will 

be reducing funding by the highest amount in 2018 compared to 2017? 

Reducing Spend – Government

Infrastructure and datacenter 30%

Legacy systems 10%

None 9%

n = 2,434

n = 2,016

Source: 2018 CIO Agenda Industry Insight: Government (G00337593)

Other 

Industries

8%

27%

4%

n = 2,433

Other

Industries

12%

11%

20%

7%
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Key Issues

1. What are the top trends in government?

2. How will these technology capabilities transform of government?
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Innovation
Trigger

Peak of
Inflated 

Expectations
Trough of 

Disillusionment Slope of Enlightenment
Plateau of 

Productivity

Time

Expectations

Gartner Hype Cycle Collection, 2017

Technology 

Trends

Business 

Trends

Gartner's Government Trend Architecture — Public Policy 
and Technology Are Interdependent

Macro

Trends

Drivers

▪ Social

▪ Economic

▪ Political

▪ Environmental

▪ Technological 
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▪ Social instability 

▪ Perpetual austerity 

▪ Sustainable systems

▪ Population aging

Four Macro Trends Are Straining the Public Sector…

Macro 

Trends
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Sustainable Systems 

Institutional 
Agility

Population Aging

Citizen Experience 
Management

Evolving Civil 
Service

…and Setting the Business Agenda for 
Government Leaders…

Social 
Instability 

Sustainable 
Cybersecurity

Open Civic 
Spaces

Perpetual 
Austerity

Engaged 
Ecosystems

Insight-Driven 
Workforce

Digital 
Equity

Digital 
Leadership

Community 
Resilience

Macro 

Trends

Business 

Trends
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Key Macro Trends

Social Instability

Perpetual Austerity

Sustainable Systems

Population Aging

Top Government Business 

Trends, 2018

Digital Equity

Citizen Experience Management

Open Civic Spaces

Engaged Ecosystems

Institutional Agility

Digital Leadership

Insight-Driven Workforce

Community Resilience

Evolving Civil Service

Sustainable Cybersecurity

Top Government Technology 

Trends, 2018

Multichannel Citizen Engagement

d-Citizen Extensions

Trusted Transactions

Civic Tech Innovation

Bimodal Shared Services

Digitally Empowered Workforce

Engineered Agility

Analytics Everywhere

Intelligent Automation

Adaptive Security Architecture

Macro 

Trends

Business 

Trends

Technology 

Trends

…Who Look to Government IT Executives for Solutions. 
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Agile

Sustainable

User-centered

User-centricity, Agility and Sustainability Are the Ends —
Technology is the Means

Technology 

Trends

Top Government Technology 

Trends, 2018

Multichannel Citizen Engagement

d-Citizen Extensions

Trusted Transactions

Civic Tech Innovation

Bimodal Shared Services

Digitally Empowered Workforce

Engineered Agility

Analytics Everywhere

Intelligent Automation

Adaptive Security Architecture
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Key Issues

1. What are the top trends in government?

2. How will these technology capabilities transform of government?
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What ▪ Provides seamless and secure access to 
personalized government services with one 
username and password.

Why ▪ Unifies government from the end-user perspective.

▪ Builds trust when citizens have confidence in 
government services that are reliable, easy, 
and transparent.

Actions ▪ Apply human-centered design principles and 
practices in your organization.

▪ Assess how blockchain technologies and 
distributed ledgers can support new operating 
models in government.

Support Citizens and Business with 
User-Centered Design Multichannel Citizen 

Engagement

d-Citizen Extensions

Trusted Transactions
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What ▪ Brings entrepreneurial urgency to IT services, 
workforce development, and technology 
innovation while meeting fiduciary responsibilities.

Why ▪ Society benefits when governments quickly 
acquire and deploy emerging technologies. 

▪ Collaborative environments increase access to 
the talent, energy, ideas and expertise of people –
inside and outside of government.

Actions ▪ Create a culture of continuous innovation with 
processes that support decentralized 
collaboration and experimentation.

▪ Establish versatile, multidisciplinary product 
teams for solution development and delivery.

Speed up the Pace of Government 
with an Agile-First Mindset Civic Tech Innovation

Bimodal Shared Services

Digitally Empowered 
Workforce

Engineered Agility
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What ▪ Social, technology and natural ecosystems are 
affected by climate change, fiscal uncertainty, 
accelerating geographic mobility, and the slow 
implementation of smart city initiatives.

Why ▪ Evidence-based decisions and outcomes-based 
budgets depend on quality data and analytics.

▪ The equitable distribution and utilization of 
resources helps maintain stable environments and 
societies.

Actions ▪ Bridge information silos by pooling disparate and 
relevant data

▪ Create roadmaps for the use of advanced 
analytics and machine learning in security and 
other program operations.

Enable, Optimize or Transform? 
Sustainability is Always the Goal Analytics Everywhere

Intelligent Automation

Adaptive Security 
Architecture
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Examples

Multichannel Citizen 
Engagement

▪ Customer Engagement Hub

▪ Digital Government Technology 
Platforms

▪ Social Media Engagement 
Applications

▪ Virtual Customer Assistants

Each Technology Trend is a Set of 
Products, Practices and Services

Innovation 

Trigger

Peak of

Inflated 

Expectations

Trough of 

Disillusionment
Slope of Enlightenment

Plateau of 

Productivity

time

expectations

Plateau will be reached in:

less than 2 years 2 to 5 years 5 to 10 years more than 10 years

obsolete

before plateau

As of July 2017

Digital Government
Technology Platforms

API Marketplaces

Customer Engagement Hub

Smart Workspace

Smart Robots

Data Classification
IoT Platform

Geospatial and Location Intelligence

Cognitive Expert Advisors

Event Stream Processing

Predictive Analytics

Software-Defined Anything (SDx)

Full Life Cycle API Management

Mesh App and Service Architecture
Virtual Customer Assistants

Cloud Computing

Cloud Office

IT Risk Management Solutions

Data Loss Prevention

Social Media Engagement Applications

Strong Authentication 
for Enterprise Access

Data Quality Tools

Fraud Detection

Blockchain in Government

IDaaS
Cloud Services for Government

Cross-Agency Case
Management

Cloud Access Security Brokers

Data Marketplace

Trusted Transactions

▪ Blockchain in Government

▪ Cloud Access Security Brokers

▪ Data Classification

▪ Data Marketplace

▪ Fraud Detection

▪ IDaaS
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Engineered Agility

Increases digital platform 
flexibility, interoperability, 
and continuous delivery of 
new capabilities.

Deep Dive: Engineered Agility

Innovation 

Trigger

Peak of

Inflated 

Expectations

Trough of 

Disillusionment
Slope of Enlightenment

Plateau of 

Productivity

time

expectations

Plateau will be reached in:

less than 2 years 2 to 5 years 5 to 10 years more than 10 years

obsolete

before plateau

As of July 2017

Smart Workspace Software-Defined Anything (SDx)

Full Life Cycle API Management

Mesh App and Service Architecture

Digital Government
Technology Platforms

Cloud Services for Government

Cloud Computing

API Marketplaces
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Deep Dive: Intelligent Automation

Innovation 

Trigger

Peak of

Inflated 

Expectations

Trough of 

Disillusionment
Slope of Enlightenment

Plateau of 

Productivity

time

expectations

Plateau will be reached in:

less than 2 years 2 to 5 years 5 to 10 years more than 10 years

obsolete

before plateau

As of July 2017

Smart Robots
Predictive Analytics

Software-Defined Anything (SDx)
Cognitive Expert Advisors

Event Stream Processing

Data Quality Tools

Virtual Customer Assistants

Intelligent Automation

Optimizes business processes 
and decisions with algorithms 
and artificial intelligence.
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Action Plan for Government CIOs and IT Leaders

Monday Morning:

▪ Evaluate how macro trends will impact your agency's mission and goals.

Next 90 Days:

▪ Determine if current policies and business plans adequately mitigate these 
trends.

▪ Access and Download Gartner's Hype Cycle technology solutions, practices and 
services to create your own IT investment portfolio.

▪ Revise your technology strategy, budget requests and roadmap, as needed.

Next 12 Months:

▪ Develop and implement a plan for transforming organization structure, 
processes, roles, and talent profiles to bimodally manage IT services.
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Recommended Gartner Research

 2018 CIO Agenda Industry Insight: Government

Rick Howard (G00337593)

 Hype Cycle for Digital Government Technology, 2017

Rick Holgate (G00332564)

 Toolkit: My Hype Cycle, 2016

Betsy Burton (G00316063)

For more information, stop by Gartner Zone.

https://www.gartner.com/document/3770368
https://www.gartner.com/document/3459017?ref=TypeAheadSearch&qid=d21f5a01c388787c88c23ba
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Recommended Gartner Research

 Put Citizen Experience at the Center of Your Operations by 

Developing a Citizen Engagement Hub

Bill Finnerty (G00320092)

 Add Full Life Cycle API Management to Your Digital 

Government Platform

Dean Lacheca and Mark O'Neill (G00317192)

 Government CIOs Need to Prepare Their Organizations to Take 

Advantage of Civic Tech

Bill Finnerty and Mark O'Neill (G00328195)

For more information, stop by Gartner Zone.

https://www.gartner.com/document/3668418
https://www.gartner.com/document/3636717
https://www.gartner.com/document/3783764?ref=solrAll&refval=189387742&qid=204edd158d387fd654854910714b527c
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