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INTRODUCTION

Digital transformation — the strategic
integration of modern digital technologies
and practices into organizations —is
reshaping how governments and public
service sectors operate. In North America
and Western Europe especially, public
sector leaders are under pressure to
modernize legacy systems and meet rising
citizen expectations for efficient, accessible
digital services. As Microsoft notes, “Digital
transformation is upon us and for every
government, change is happening fast”.
Public sector organizations are asking
fundamental questions: What does it
mean to undergo digital transformation?
What does it take to do so, and why is it so
important. These questions have gained
urgency in the wake of the COVID-19
pandemic, which accelerated the adoption
of digital tools across government offices,
schools, and health systems.

This report provides a comprehensive
overview of digital transformation trends,
best practices, recommendations, and
leading technologies across key public
sectors — government services, education,
and healthcare — with a focus on North
American and Western European contexts.
We examine how emerging technologies
like cloud computing, artificial intelligence
(Al), data analytics, Internet of Things (loT),
and blockchain are driving change. We

also highlight strategies and success factors
that help public institutions modernize
effectively, from strong leadership and
vision to fostering a data-driven culture

and ensuring security and trust. Common
challenges such as legacy infrastructure,
skill gaps, and privacy concerns are
discussed, with recommendations on how
to overcome them. Throughout, real-world
examples and case studies illustrate how
digital transformation is improving public
service delivery — whether by streamlining
government processes, enabling remote
learning, or empowering clinicians with data.

Ultimately, digital transformation in the
public sector is not merely about technology
deployment but about reimagining
operations and services to be more
efficient, user-centric, transparent, and
resilient. As we will see, public agencies
that embrace this change can deliver

faster, better outcomes for citizens — from

a city permit office reducing wait times

with Al assistants to a hospital using data
insights to personalize patient care. The
following sections delve into each domain

in detail, beginning with government and
general public services, then education, and
finally healthcare, before concluding with
crosscutting insights and recommendations
for public sector leaders.
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2026 UPDATE: FROM DIGITAL
TRANSFORMATION TO DIGITAL
ACCOUNTABILITY

EXECUTIVE SUMMARY

The public sector digital transformation landscape has shifted decisively in 2026. For executives
and senior leaders, four developments demand immediate attention:
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071 — Algovernance is now a board-level concern. Generative Al is operational at scale,
but without clear governance frameworks, organizations face regulatory exposure
under the EU Al Act and growing public scrutiny.
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Transformation failure rates are rising. Recovery and course-correction capabilities
are becoming as critical as launch capabilities. Leaders must budget and plan for
stabilization, not just implementation.
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ROI accountability is no longer optional. Economic pressures require every initiative
to demonstrate near-term, measurable value tied to mission outcomes—not
technology metrics.

)
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Change fatigue is a strategic risk. Workforce capacity to absorb transformation has
limits. Overloading teams without prioritization leads to underperformance across
the board.

@ (

While the foundations of digital transformation remain consistent, 2026 marks a clear shift in how
public sector leaders are approaching these initiatives. The conversation is no longer centered

on whether to transform, but on how to deliver measurable outcomes, manage risk, and recover
struggling programs.

Across government, education, and healthcare, organizations are facing increased pressure to
justify investments, demonstrate value, and navigate a more complex technology landscape.
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THE SHIFT FROM
EXPERIMENTATION TO
EXECUTION

In previous years, many public
sector organizations focused on
piloting new technologies and

exploring innovation opportunities.

In 2026, that window is closing.
e |Leaders are now expected to:

e Scale digital initiatives beyond
pilots

e Demonstrate tangible ROl and
service improvements

e Integrate new technologies
into core operations, not side
initiatives

This shift is particularly evident
with artificial intelligence. What
was once experimental is now
operational. Governments and
public institutions are deploying
Al copilots, automation tools, and
advanced analytics at scale—but
many are doing so without fully
defined governance models or
Clear success metrics.

As a result, organizations are
encountering new challenges
around accountability, risk
management, and long-term
sustainability.

Al MOVES TO THE CENTER OF THE
TRANSFORMATION AGENDA

Artificial intelligence—particularly generative
Al—has rapidly become the focal point of digital
transformation efforts.

Public sector organizations are using Al to:

e Automate administrative processes

e Improve service delivery speed and
responsiveness

e Enhance decision-making through advanced
analytics

However, the rapid adoption of Al has
introduced a new set of risks:

e Unclear governance and oversight

Data quality and reliability concerns

Ethical and regulatory ambiguity

Workforce disruption and resistance

In 2026, leading organizations are differentiating
themselves not by how quickly they adopt Al, but
by how effectively they govern and operationalize
it. Those that fail to establish clear frameworks
are increasingly seeing stalled initiatives or
unintended consequences.

THE EMERGING REGULATORY LANDSCAPE FOR Al

Adding urgency to the governance challenge is the rapidly evolving regulatory environment.

The European Union's Al Act—the world'’s first comprehensive Al regulation—is now in effect,
classifying Al systems by risk level and imposing strict requirements on high-risk applications
common in the public sector, including those used in law enforcement, education, and public
benefits administration. In the United States, executive orders on Al safety and multiple state-level
Al regulations are creating a patchwork of compliance requirements. Public sector organizations
must now navigate these frameworks carefully, ensuring that Al deployments meet transparency,
accountability, and fairness standards—or risk legal exposure and loss of public trust.
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RISING FAILURE RATES AND THE
NEED FOR RECOVERY STRATEGIES

One of the most important—and often overlooked—trends is the growing number of digital
transformation initiatives that are underperforming or failing altogether.

Common failure points include:

e Overly ambitious scope not aligned to organizational capacity

e Lack of executive alignment and ownership

e Vendor dependency without sufficient internal capability

e Poor change management and workforce adoption

e Misalignment between technology strategy and business objectives

As a result, recovery and stabilization efforts are becoming a critical capability for public sector
organizations. Leaders are increasingly tasked not just with launching new initiatives, but with
diagnosing and correcting those that have gone off track.

This represents a fundamental shift: success is no longer defined solely by transformation, but
by the ability to course-correct when transformation efforts encounter resistance or failure. For

executives, this means building recovery capabilities into program governance from day one—not
treating them as an afterthought when projects go sideways.

INCREASED SCRUTINY ON BUDGET, VALUE,
AND OUTCOMES

Economic pressures and budget constraints are forcing organizations to take a more disciplined
approach to digital investment.

Executives are asking:

e What measurable value is this initiative delivering?

e How does this align with core mission and service outcomes?

e Arewe investing in the right priorities, or chasing trends?

This has led to a stronger emphasis on:

e Phased implementations with clear milestones

e Qutcome-based metrics (service delivery time, user satisfaction, cost reduction)

e Greater accountability at the executive level

Digital transformation is no longer viewed as a long-term vision alone—it must deliver near-

term, visible results. Board-level reporting should now include transformation health dashboards
alongside traditional financial and operational metrics.
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CYBERSECURITY AND RISK
MANAGEMENT TAKE PRIORITY

As digital ecosystems expand, so does the risk surface.
Public sector organizations are experiencing:

e Increased frequency and sophistication of cyberattacks
e Greater regulatory and compliance pressure

e Heightened public sensitivity to data privacy

In response, cybersecurity is no longer a supporting function—it is a central component of digital
transformation strategy.

Leading organizations are:

Embedding security into system design (Zero Trust architectures)

e Investing in real-time threat detection and response

e Aligning cybersecurity strategy with overall transformation goals

Failure to address these risks not only disrupts operations, but can erode public trust—one of the
most critical assets in the public sector.

A related development gaining momentum in 2026 is the growing emphasis on
data sovereignty and sovereign cloud infrastructure. Governments are increasingly

requiring that citizen data remain within national or regional boundaries and be
subject to local jurisdiction. This has driven the expansion of government-specific
cloud regions offered by major providers, as well as the emergence of purpose-
built sovereign cloud platforms in the EU and other regions. For public sector
leaders, this means that cloud strategy decisions now carry geopolitical and
regulatory dimensions that go well beyond technical performmance and cost.
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Workforce and Change Fatigue Become a
Critical Constraint

While technology continues to advance This includes:
rapidly, organizational capacity to absorb
change has not kept pace. e Investing in upskilling and workforce

development

Many public sector organizations are

facing: e Simplifying and prioritizing transformation
initiatives

e Workforce fatigue from continuous

transformation efforts e Aligning change efforts with realistic

organizational capacity

e Skillsgapsin Al, data, and digital

technologies Without addressing these factors, even
well-designed initiatives are at risk of
e Resistance to new systems and ways of underperformance. Executive leadership
working must treat organizational capacity as a finite
resource and make deliberate choices about
In 2026, successful organizations are those what not to pursue.

that recognize transformation as a human
challenge as much as a technological one.

KEY TAKEAWAY FOR PUBLIC SECTOR LEADERS

The digital transformation landscape in 2026 is defined by a shift from ambition to accountability.

The organizations that will succeed are not necessarily those adopting the most advanced
technologies, but those that:

(01 (02 Third Stage Consulting provides
independent advisory services

to public sector organizations
navigating the complexities

Align transformation Establish strong of digital transformation.
efforts with clear business governance and risk Whether you are planning a
and service outcomes  management frameworks new initiative, struggling with

an underperforming program,

or seeking to establish stronger

governance and accountability
frameworks, our team brings dee
03) 04) . e] P
experience across government,
l l education, and healthcare. We

help leaders move from ambition
to execution—with clarity,
discipline, and measurable results.

Maintain flexibility to Balance innovation with
adjust and recover when operational discipline
initiatives go off track
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GOVERNMENT AND PUBLIC SECTOR
DIGITAL TRANSFORMATION

GOVERNMENT AND PUBLIC SECTOR DIGITAL TRANSFORMATION

Covernments across the globe are moving decisively toward digital service delivery, aiming

to match the convenience and efficiency of the private sector. According to the 2023 OECD
Digital Government Index, 70% of OECD countries have enhanced their online public services,
reflecting a strong shift toward citizen-centric digital interactions. For example, the U.S.
state of North Carolina’s Digital Commmons platform has streamlined access to hundreds of
government services through a commmon online portal, improving citizen engagement and
satisfaction. Such initiatives illustrate the demand for one-stop digital government experiences
that simplify how people interact with agencies. Yet surveys indicate there is still a gap to close
—a 2024 Deloitte study found that customer satisfaction with digital government services is
significantly lower than with private-sector services. This emphasizes why governments must
go beyond basic online forms and truly transform their service models to be as responsive and
user-friendly as modern consumer apps.

Several key drivers are fueling the push for digital transformation in government and the
broader public sector:

Rising Public Expectations:

Citizens now expect the same speed and personalization from public services that they
receive from e-commerce or banking apps. There is growing pressure on agencies to deliver
convenient digital options for everything from permit applications to benefit payments.
Meeting these expectations requires rethinking services with a “user needs first” mindset,
rather than designing around bureaucratic processes.

Technological Advances:

The rapid evolution of technology provides powerful tools to reinvent government operations.
Notably, artificial intelligence and cloud computing are game changers. Generative Al and
“copilot” assistants (like Microsoft's Al Copilot) can automate routine tasks, assist with research
and customer inquiries, and support decision-making, leading to faster service and productivity
gains. Cloud platforms offer on-demand scalability and enable agencies to modernize legacy

IT systems more easily, improving reliability and reducing costs. Emerging technologies like

loT sensors, big data analytics, and blockchain are also increasingly influential. In fact, the
future of government and public services is expected to be “shaped by new digital technologies
such as Al, digital identity, and blockchain tech”, which can create more intelligent, secure, and
transparent public services.
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Efficiency and Budget Pressures:

Many Western governments face tight budgets, aging legacy systems, and staffing constraints,
making it difficult to maintain current services much less innovate. Digital transformation is seen
as a solution to do more with less — using automation and data to increase efficiency, cut operating
costs, and optimize resource allocation. For instance, moving to cloud infrastructure can lower
maintenance costs and free up funds for new initiatives. Al tools can handle administrative work or
analyze data in seconds, allowing public servants to focus on highervalue tasks. An example comes
from the UK’s Driver and Vehicle Standards Agency (DVSA), which brought its driving test system
in-house with a modern cloud-based solution. The result was improved customer satisfaction
(from 80% to 96%) and a projected £15 million in savings within five years, positioning the agency
to further innovate with Al

Crisis and Resilience Needs:

Events like the COVID-19 pandemic have underscored the need for governments to be
digitally resilient. Remote work and virtual service delivery went from optional to essential
almost overnight. This accelerated digital projects such as virtual courts, online education,
telehealth, and emergency response dashboards. Governments recognized that digital
channels can help maintain continuity of operations during crises. As part of building
resilience, agencies are also investing in cybersecurity and Zero Trust architectures to
protect critical systems against growing cyber threats. Ensuring robust, secure digital
infrastructure is now a top priority so that government services remain available and
trustworthy even under duress.

In summary, the trend in
government is a shift from
tentative digital optimization
(simply putting existing processes
online) towards full-scale digital
transformation - fundamentally
redesigning processes and
organizational culture around
technology and data. This
involves not just adopting new
tools, but changing mindsets to
be more agile, data-driven, and
citizen-focused. The following
sections explore best practices
and success factors enabling
this transformation, as well as

the leading technologies being
deployed in government today.
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BEST PRACTICES AND SUCCESS FACTORS FOR
GOVERNMENT TRANSFORMATION

Successfully transforming public sector organizations requires more than technology; it

hinges on strategy, people, and process. Through studying numerous initiatives and expert
recommendations (from bodies like the OECD, industry analysts, and public sector leaders), we
can identify several critical success factors and best practices for digital government projects.
Below are ten key factors for success, with examples illustrating their importance:

Strong Vision and Leadership:

A clear vision and roadmap for
change is foundational. Leaders
must articulate the goals of
transformation (e.g. improving service
quality, increasing transparency)
and champion the effort. This vision
aligns stakeholders and guides
decisions. Example: The United
Arab Emirates developed a national
digital government strategy with a
bold vision to be a world leader in
smart services, which has driven its
ambitious e-government programes.

Agile Governance and Culture:

Embrace an agile governance framework that
allows iterative development and swift responses

to changing citizen needs. Traditional bureaucratic
project methods (waterfall planning, rigid silos)
often fail to deliver timely results in the digital

age. Governments should adopt agile project
management, cross-functional teams, and a culture
of continuous improvement. This means encouraging
experimentation and learning from feedback.
Example: After facing delays with a waterfall
approach, the U.S. Federal Bureau of Investigation
(FBI) switched to agile methods to successfully roll
out a new case management system faster. An agile
culture also involves empowering employees at all
levels to innovate, rather than top-down control.

Workforce Skills and Change Management:

Digital transformation is as much a people transformation as a tech one. Governments must

invest in continuous skill development for their workforce, equipping staff with digital literacy,

data analytics capabilities, and training on new systems. Change management is critical to address
employee resistance — involving staff early, providing training, and clearly communicating the benefits
of new tools. Example: India's DIGIT platform (Digital Infrastructure for Governance and Inclusive
Transformation) integrates extensive capacitybuilding for government employees, ensuring they can
effectively use new e-governance applications. Cultivating a supportive, learning-oriented culture
helps overcome the common “resistance to change” that can otherwise hinder projects.
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Citizen-Centric Design and Inclusive Services:

Keep the focus on user needs — design digital public services that are intuitive, accessible, and
inclusive for all citizens. This means conducting user research, simplifying interfaces, offering multi-
language support, and ensuring accessibility for people with disabilities or limited internet access.
It also involves bridging the digital divide by providing offline alternatives or expanding broadband
access so no one is left behind. Example: Canada’s Digital Service Standard provides specific criteria
to make government services inclusive and accessible, emphasizing plain language, mobilefriendly
design, and testing with diverse users. By prioritizing inclusivity, governments uphold their mission
to serve every citizen equitably.

Cross-Agency Collaboration and Silo Breaking:

Digital initiatives often cut across departmental lines (for instance, an online one-stop
portal may involve tax, licensing, and social services agencies).

Thus, cross-agency collaboration is essential. Breaking down silos enables data sharing
and integrated services, providing a seamless experience to users. Mechanisms like
interdepartmental task forces, shared platforms, and central digital services teams can
foster cooperation. Example: The U.S. government’s CrossAgency Priority (CAP) Goals
encourage collaboration among federal agencies on common objectives, such as
expanding online services, by aligning their efforts and budgets. An integrated approach
prevents the problem of citizens having to navigate multiple disconnected systems for
related needs.

Robust Digital Identity and Trust:

Implementing a secure digital identity ecosystem is a best practice for enabling
seamless online services. A single, verified digital ID for citizens allows access to many
services without redundant logins, while ensuring security and privacy. Digital IDs also
underlie digital signatures and trust services that make online transactions legally valid.
Example: Estonia’s e-ID system is a gold standard — citizens use one digital identity to
access over 600 public services, from voting to medical records, with strong encryption
ensuring security. Establishing trust in digital services goes hand in hand with protecting
data (addressed further below). Public trust increases when governments demonstrate
secure handling of personal information and provide transparency about data use.

|
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Cloud-First and Scalable Infrastructure:

Adopting cloud-native architecture greatly enhances scalability, flexibility, and resilience of
government IT systems. Cloud services allow agencies to rapidly deploy new solutions, scale
capacity up or down based on demand, and improve disaster recovery capabilities. Many
governments are now pursuing “cloud-first” policies, migrating on-premise systems to public

or hybrid clouds. Gartner predicts that by 2025, 80% of governments will rely on cloud services.
Example: The UK Home Office successfully migrated 63,000 users to a cloudbased Microsoft 365
platform in under two weeks, modernizing its communication and collaboration infrastructure. This
move not only improved reliability but also, with Al assistance, helped optimize workflows and free
up resources for higher-priority needs. Cloud adoption thus lays the groundwork for integrating
advanced technologies (Al, data analytics) and reduces dependency on aging hardware.

Data-Driven Decision Making:

Leading public sector organizations are cultivating a strong data culture, treating data as a
strategic asset rather than a byproduct of operations. Embracing data-driven policymaking means
leveraging data analytics and business intelligence tools to inform decisions, evaluate programs,
and personalize services. By breaking down data silos and using dashboards or Al analytics,
governments can identify trends, predict outcomes, and respond proactively. Example: The city of
Barcelona employs a datadriven “smart city” approach to urban management — deploying sensors
and loT devices to gather real-time data on traffic, air quality, energy use, etc. This data is analyzed
to optimize city services (like dynamically adjusting traffic signals or pinpointing pollution hotspots).
Similarly, many police departments are using data analytics to allocate resources more effectively
(e.g., predictive policing). The key is that policy and operational decisions are increasingly backed by
evidence and insights extracted from robust data, rather than intuition alone.

Ethical Use of Al and Emerging Tech:

With Al and automation being infused into public services, governments must ensure ethical Al
implementation. This involves ensuring algorithms are transparent, fair, and accountable to prevent
bias or unintended harm. Establishing clear guidelines for Al usage (such as not violating privacy

or discrimination laws) builds public trust. Many countries have issued Al ethics frameworks for the
public sector — for example, the U.S. National Institute of Standards and Technology (NIST) released
an Al Risk Management Framework to guide responsible use of Al in government. Additionally,
emerging tech like facial recognition or predictive analytics should be deployed with careful
consideration of civil liberties. Public sector leaders are encouraged to involve ethicists, legal experts,
and community stakeholders when rolling out new technologies that impact citizens. Ethical
governance of tech is now seen as a core best practice to avoid scandals or loss of trust.
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Security, Privacy, and Resilient Infrastructure:

Digital government cannot succeed without robust cybersecurity and data protection
measures. Governments are among the mosttargeted sectors for cyber attacks and must
safeguard sensitive citizen data. Adopting a Zero Trust security model (never assume
internal systems are safe, always verify) is increasingly mandated. This includes practices
like multi-factor authentication, encryption of data at rest and in transit, continuous
network monitoring, and strict access controls. Equally important is ensuring resilient
infrastructure — with backups, redundancy, and incident response plans — so that services
remain available even if disruptions occur. Example: In the U.S., federal agencies have

been directed to implement Zero Trust architectures by 2024 as part of a governmentwide
cybersecurity strategy. Another example: Microsoft Security Copilot, introduced in 2023,
is the first generative Al security product that helps organizations detect and respond to
threats faster by leveraging Al on top of vast threat intelligence. At Oregon State University,
this Al-driven tool is being used to protect sensitive research and personal data after

the university faced a major cyber incident, enhancing their security operations center's
capabilities. By investing in cutting-edge security tech and practices, public institutions
protect public trust and ensure compliance with privacy regulations.

In addition to these ten factors, two overarching themes emerged in successful digital
transformations: proactive planning and outcome focus. Rather than reacting to problems after
they occur, leading agencies take proactive actions — anticipating citizen needs and technological
trends. They also maintain a relentless focus on delivering real outcomes (like faster permit
approvals or reduced fraud) versus simply reporting activity metrics. For instance, governments
are encouraged to measure success by improvements in service delivery times or user satisfaction,
not just number of IT projects launched. Adopting this results-oriented mindset helps ensure that
digital initiatives actually translate into tangible public value.

Finally, it's worth noting that every government has unique challenges and “unique potential”
that can be unlocked through digital tools. Assessing one's unigue strengths — be it a talented
tech workforce, strong public-private partnerships, or a particularly engaged citizenry —can help
tailor the transformation journey. By building the right capabilities (human, technological, and
operational) around those strengths, governments can make great strides forward. In summary,
the best practices above — from strong leadership and agile methods to ethical Al and secure
systems — form a comprehensive roadmap for navigating the complexities of digital government
transformation. Public sector leaders can use this roadmap to steer their organizations toward a
more innovative, efficient, and citizencentered future.
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LEADING TECHNOLOGIES MODERNIZING GOVERNMENT SERVICES

Digital transformation in government is being enabled by a suite of powerful technologies.
Here we highlight several leading technologies and how they are being applied to improve
government performance and public services:

Cloud Computing:

Cloud infrastructure underpins many modernization efforts. By moving servers and
applications to the cloud, governments gain flexibility to scale services and deploy updates
quickly, while reducing IT maintenance burdens. Benefits of cloud computing for
governments include improved efficiency, better data sharing across agencies, and easier
adoption of new digital tools. For example, cloud-based platforms allow city governments to
launch new online portals or chatbots without investing in costly new hardware. However,
cloud adoption also brings challenges such as ensuring data sovereignty, cybersecurity, and
training staff to manage cloud resources. Many North American and European governments
now use hybrid cloud models to balance these concerns — keeping sensitive workloads on
private clouds while leveraging public cloud for less sensitive services. Gartner’s projection that
80% of governments will rely on cloud by 2025 underscores that cloud is becoming the default
foundation for digital government.
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Artificial Intelligence (Al) and Machine Learning:

Al is arguably the most transformative technology for the public sector today. Modern Al

n ou nou

systems can “see” “hear”, “understand”, and “decide” in ways that augment human capabilities.
Governments are using Al in various formes:
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Intelligent Assistants and Chatbots:

Many agencies have deployed Al chatbots to handle routine inquiries from the
public 24/7, reducing call center loads. For instance, municipalities use bots

on their websites to answer questions about services (trash pickup schedules,
COVID guidelines, etc.) and guide users to the correct forms. Recently, generative
Albased assistants (like Microsoft 365 Copilot) are acting as internal productivity
aides — drafting documents, summarizing meetings, and providing research
insights for civil servants. These “personal Al assistants” can save significant time
on administrative tasks. In Wales, Torfaen County Borough Council employees
reported substantial time savings (10-20% on tasks like taking meeting minutes
and writing reports) after integrating Copilot into their workflow. Such gains free
up staff to focus on complex, value-added work.

Process Automation and Decision Support:

Al is automating back-office processes like invoice processing, eligibility

checks, and document verification (often through robotic process automation
combined with machine learning). It's also used for decision support in areas
like fraud detection (flagging suspicious transactions in tax or benefits systems)
and predictive maintenance (forecasting when infrastructure or vehicles need
repairs). For example, Allegheny County, PA implemented an Al tool to expedite
processing and storage of digital evidence in its courts, improving efficiency and
accuracy in public safety services.

Analytics and Policy Insights:

Advanced machine learning algorithms help analyze large datasets (big data) to
uncover patterns that inform policy. This ranges from epidemiological modeling
in health departments to economic forecasting in finance ministries. Al can
identify which interventions are working and for whom, enabling data-driven
policymaking. As noted, cities like Barcelona use real-time data analytics (a form
of Al) for smart city initiatives. Al's ability to process complex data faster than
humans can lead to more timely, evidence-based decisions in government.
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Generative Al and Copilots:

The latest wave of Al — generative models (like GPT) — is now being adapted in
government contexts. Agencies are exploring generative Al to draft responses
to public consultations, generate first drafts of reports, or even create synthetic
training data. One striking example is the City of Burlington in Ontario, Canada,
which used Microsoft's Copilot technology to create a custom Al agent that
dramatically sped up its building permit process. By automating parts of the
application review, Burlington cut permit approval times from 15 weeks down to
about 5-7 weeks, a “giant leap forward” in service speed. Moreover, with lowcode
development tools, this custom Copilot was built and deployed in just 8 weeks.
This illustrates how generative Al combined with cloud can rapidly deliver
innovations in public service delivery.

Al in Security and Operations:

As mentioned, Al is also being deployed to strengthen cybersecurity (e.g., Security
Copilot) and to optimize IT operations (AlOps). Al can detect anomalies in network
traffic indicative of cyberattacks far quicker than manual methods. It can also help
balance workloads in data centers or auto-remediate certain tech issues, reducing
downtime of critical government systems.

While Al offers tremendous benefits, governments are cautious
to implement it responsibly. Ensuring ethical Al - transparent
algorithms, human oversight, and avoiding bias - is an active area
of development in public sector tech policy. The opportunities are
vast, but so is the need for governance around Al use in sensitive
areas like policing or social services to maintain public trust.




THIRD STAGE

Dy
qaade)

-

=
=
=)

Ift{f

Governments collect massive amounts of data (e.g., economic data, public records,
geospatial data). Harnessing this “big data” effectively can drive better outcomes. Modern
data analytics platforms and techniques (including Al as discussed) enable extracting
insights from these datasets. For instance, data analytics can help identify tax non-
compliance patterns, optimize public transport routes based on usage data, or target health
interventions to at-risk populations by analyzing medical and social data. Data as a value
generator is a core idea: it's not the volume of data that matters, but knowing how to use

it to add real value. A data-driven government requires investments in data infrastructure
(data warehouses, interoperability standards) and talent (data scientists, analysts). Many
OECD countries are now establishing centralized data analytics teams or Chief Data Officer
roles to champion data use in policymaking. When data is interoperable and shared, the
benefits include improved services, data-driven policy, reduced fraud/waste, and enhanced
transparency. One example is the use of data analytics in detecting and preventing fraud in
social programs — cross-analyzing various databases can flag irregularities, helping recover
misspent funds and ensure benefits go to those who truly qualify.

Internet of Things (loT):

loT refers to networks of connected sensors and smart
devices that collect and exchange data. Governments
are employing loT in areas like environmental
monitoring, infrastructure management, and public
safety. Smart city projects are a prime example:
sensors on streetlights, waste bins, and water pipes
allow cities to monitor conditions in real time and
manage resources more efficiently. For instance,

loT sensors can detect water leaks or predict floods,
enabling preventative maintenance. A case study
from Valencia, Spain shows how |oT can save costs
and energy: the city installed smart lighting controls
(based on Azure loT Hub) for its streetlights, allowing
remote monitoring and dynamic adjustment of
lighting. This led to a 74% reduction in lighting
energy consumption (saving around $6.6 million
annually) and an 80% cut in greenhouse emissions.

In public healthcare, IoT devices like connected
medical wearables allow remote patient monitoring,
alerting doctors if a patient’s vitals indicate trouble.
However, |oT rollouts also bring challenges, such as
managing the huge influx of data and securing a
vastly expanded attack surface of connected devices.
Governments must plan for data integration (since loT
data often comes from many sources) and robust IoT
cybersecurity and privacy protections.
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Digital Identity and Blockchain:

Secure digital identity systems, as noted earlier, are crucial for enabling citizens to access services
online. Some governments are exploring blockchain technology to enhance digital identity and
other public sector applications. Blockchain's distributed ledger can provide tamper-evident
record-keeping and transparency. For example, a few countries have piloted blockchain for
securing land registries, so that property records are less vulnerable to tampering and fraud.
Others have looked at blockchain for tracking government supply chains or managing digital
credentials (like professional licenses or educational certificates) in a verifiable way. While
blockchain is not yet mainstream in government, it holds promise for applications requiring
high integrity and trust. More immediately, improving digital identity verification (even without
blockchain) is a priority. Leading systems like those in Estonia use cryptographic smart ID cards
or mobile-1D to let citizens authenticate securely for e-services. The European Union is working
on a pan-European digital identity framework (elDAS) to allow secure cross-border recognition
of national digital IDs, which could simplify interactions for citizens and businesses across EU
member states.

&y

Part of digital transformation involves modernizing the day-to-day tools civil servants use.
Cloud-based collaboration suites (like Microsoft Teams, Office 365, or Google Workspace)
have been widely adopted in public sector offices to improve internal communication and
remote work capabilities. These tools proved invaluable during the pandemic for keeping
government operations running virtually. Additionally, project management and workflow
automation tools (like ServiceNow or low-code app builders) are being used to digitize
internal workflows that were previously paper-based. By unifying communication and
data on shared platforms, agencies can break down silos and respond faster. For example,
an integrated case management system can allow a social worker, a healthcare provider,
and a housing officer to all collaborate on assisting a vulnerable citizen, seeing the same
up-to-date information. Modern platforms also often include compliance features to meet
government security requirements (e.g., data residency, encryption, audit logs), making
them suitable replacements for outdated legacy systems.

In summary, governments are leveraging a broad toolkit of technologies — from foundational
cloud services to cutting-edge Al — to drive their transformation. A Microsoft public sector training
module highlights that technologies like cloud, Al, big data, and IoT each carry benefits and risks,
and understanding how to implement them judiciously is key. The benefits include improved
decision-making, efficiency, and new service capabilities, while risks can involve cybersecurity,
privacy, and the need to upskill employees. By sharing knowledge and best practices on these
technologies (for example, through centers of expertise or intergovernmental networks), public
sector organizations in North America and Europe are learning from each other's successes

and challenges. This collective learning accelerates the safe adoption of leading technologies to
improve government performance and citizen service delivery
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CHALLENGES AND RECOMMENDATIONS FOR PUBLIC

SECTOR LEADERS

While digital transformation offers immense benefits, it is not without significant challenges for
government and public sector organizations. Many initiatives stumble due to organizational or
technical hurdles. Common challenges that public sector leaders must navigate include:

Budget Constraints:

Limited funding can make it difficult to
invest in new digital projects or sustain
them long-term. Unlike the private sector,
governments operate under tight budget
oversight and competing public spending
priorities. Justifying large IT investments
often requires demonstrating clear public
value. To address this, leaders should pursue
cost-effective strategies like cloud adoption
(turning capital expenses into manageable
operating expenses) and phased rollouts
that deliver quick wins. They can also seek
federal or supra-national grants dedicated to
digital government innovation (such as EU
digitalization funds).

Legacy Systems:

Outdated legacy IT systems are widespread
in government (some agencies still run

on systems from the 1970s or 80s). These
systems are costly to maintain and difficult
to integrate with modern applications.
Replacing or modernizing legacy systems
can be complex and risky, especially

when they support critical functions (e.g,,
mainframes handling social security
payments). A recommended approach is

to incrementally modernize — for instance,
using APIs to interface legacy databases with
new front-ends, or migrating modules one
at a time to avoid disruption. Adopting open

standards can prevent further vendor lock-in.

Leaders should also prioritize which legacy
systems to modernize first based on impact

and risk, rather than trying to do it all at once.

Workforce Resistance and Skills Gap

Government employees might be hesitant
to change long-established processes and
fear that automation could threaten jobs.
Additionally, there may be a shortage

of digital skills internally, as public sector
salaries can lag behind tech industry in
attracting IT talent. To overcome resistance,
it's crucial to involve employees in cocreating
new solutions, clearly communicate how
technology will make their work more
fulfilling (by removing drudgery, not
replacing the need for human judgment),
and provide training opportunities.
Upskilling programs and partnerships with
universities or private firms can help build

a pipeline of skilled digital talent for the
public sector. Recognizing and rewarding
innovators within the bureaucracy can also
shift the culture towards one that embraces
change.

Data Silos and Interoperability:

Many agencies still operate in silos with
their own data systems, making it hard

to share information and collaborate.

One department’'s modernization can

be hampered if it cannot interface with
another’s database. Siloed modernization can
even make things worse if not coordinated
(leading to “multiple siloed views" rather
than a connected whole). Leaders should
champion an enterprise architecture
approach and establish data governance
that encourages interoperability. This might
involve creating centralized data lakes or
integration platforms, and instituting data
standards across government (for example,
common identifiers for businesses or citizens
used by all agencies). Some countries

have created a data exchange layer - like
Estonia's X-Road or Spain's DATAlake — that
all ministries use to share and access data
in a standardized, secure way. Breaking
data silos enables the “connected view”

of information needed for holistic, one-stop
services.
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Privacy and Security Concerns:

As governments collect more data and
digitize services, concerns about privacy
protection and cybersecurity are at the
forefront. High-profile breaches or misuse

of data can severely damage public trust.
Public sector leaders must ensure robust
compliance with privacy laws (such as

GCDPR in Europe) and be transparent

about data usage. Building privacy into
systems by design — for instance, using data
minimization and anonymization technigques
—is advisable. On cybersecurity, the challenge
is both technical and resourcedriven: many
public agencies face more frequent cyber
attacks but have fewer expert personnel than
large private companies. Recommendations
include leveraging centralized security
operations (some nations have a central
government SOC that smaller agencies

can use), continuous security training for
staff (since phishing is a common attack
vector), and using modern tools like Al to
augment scarce security analysts. Public
sector organizations should also collaborate
with each other and with private sector
partners to share threat intelligence, as cyber

threats often cross organizational boundaries.

Ensuring resilience through drills and

contingency plans (for example, can critical
services fall back to manual mode if systems
go down?) is part of this security posture.

Maintaining Equity in Digital Transition:

As services move online, governments must
be careful not to marginalize those who are
not digitally savvy or lack internet access

(the elderly, rural commmunities, lowincome
households, etc.). A challenge is delivering
omnichannel service - digital where possible,
but still providing paper, phone, or in-person
options where needed. The recommendation
is to follow a “digital by default, but not
digital only” principle. This means designing
excellent digital services that most will prefer,
while ensuring alternative support remains
for those who need it. It also means investing
in digital inclusion programs: for example,
the UK and Canadian governments have run
initiatives to train seniors in basic computer
use and to expand broadband in remote
areas, respectively. By tracking who is using
digital services and who isn't, agencies can
identify inclusion gaps and address them (like
translating a service into more languages,

or simplifying the interface for assistive
technologies).

In confronting these challenges, public sector leaders in North America and Western Europe
have developed several strategic approaches as recommendations:

Adopt a Holistic Digital Transformation Strategy:

Rather than isolated projects, develop a comprehensive strategy or action plan for
digital government. This strategy should align with overarching public policy goals
and cover governance, funding, workforce, technology, and service design. The

OECD’s Recommendation on Digital Government Strategies emphasizes aligning
digital projects with public value creation, fostering innovation, and being citizen-
driven. A clear strategy helps coordinate efforts across departments and sustains

momentum beyond political cycles.

Phased and Prioritized Implementation:

It's neither feasible nor wise to try to transform everything at once. Successful
programs often start with pilot projects in high-impact areas, demonstrate

success, then scale up. Prioritize projects that address major pain points for citizens
or yield strong return on investment. For example, one might start with digitizing a
high-volume service (like vehicle registration or tax filing) where improvements will
be most visible, then leverage that win to tackle deeper transformations. Use pilots
to refine approaches and build confidence.
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Public-Private Partnerships and Collaboration:

Engaging the private sector and academia can bring in fresh expertise and share the
implementation load. Tech companies often partner with governments to provide
platforms or customized solutions (as seen with many Microsoft, Google, Amazon, or
Salesforce government cloud offerings). Startups and innovation labs can introduce
cutting-edge solutions, while universities can assist with research and evaluation.
Collaboration should also extend internationally — e.g., governments sharing best
practices through networks like the Digital Nations or EU's digital forums. North
American and European governments can learn a lot from each other's experiences,
given similar challenges.

&y

Measure Outcomes and Solicit Feedback:

Implement metrics and feedback loops to continuously gauge how digital initiatives
are performing. Key performance indicators might include service uptake rates,

user satisfaction scores, average processing times, cost savings achieved, etc.
Collecting citizen feedback (through surveys or user testing sessions) can highlight
issues and areas for improvement. An iterative, datainformed approach ensures the
transformation stays on track to deliver real benefits, and allows course corrections
as needed — echoing the earlier point about being proactive and outcomes-focused.

Maintain Political and Public Support:

Digital transformation in government often requires sustained support from elected
officials and the public. Cormmunicate successes widely — e.g. if an Al chatbot saved
taxpayers X amount of time waiting on hold, or an online system cut turnaround
time for permits by weeks, make those wins known. Highlight stories of citizens or
civil servants who benefited. This helps build political will to fund further initiatives.
Conversely, be honest about setback and show a plan to address them, to maintain
trust. Cultivating a narrative that this effort is about better serving people (and not
merely cutting jobs or costs) is crucial for legitimacy.

By understanding the challenges and following these recommendations, public sector leaders
can significantly improve their odds of a successful digital transformation. The experience of
many governments shows that while the journey is complex, the rewards — more responsive

services, operational efficiency, and improved public trust - are well worth the effort. The next
sections will explore how similar trends and best practices manifest in the specific contexts of
education and healthcare, which have their own unique drivers and requirements within the
broader public sector landscape.
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DIGITAL TRANSFORMATION IN EDUCATION

TRENDS AND OPPORTUNITIES IN EDUCATION
DIGITAL TRANSFORMATION

Education systems in Western Europe and North America have undergone a dramatic digital
acceleration in recent years, driven in large part by the necessities of the COVID-19 pandemic.
In 2020, schools and universities were forced to pivot almost overnight to remote learning,
adopting digital tools on a scale never seen before. This experience revealed both the potential
and the need for robust digital capabilities in education. Educators and learners adapted
quickly to online platforms, and many positive innovations emerged (virtual classrooms,

digital assignments, online proctoring, etc.). However, it also exposed gaps — not all schools

had adequate infrastructure or training, and not all students had connectivity or devices.
Postpandemic, education leaders are seizing the opportunity to build more resilient, tech-
enabled systems while addressing these gaps.

Blended and Hybrid Learning Models:

There is a lasting shift toward blended learning — combining in-person teaching with online
components —and more flexibility in instructional delivery. Even with schools largely back to
in-person mode, digital platforms like learning management systems (LMS) are now central
to day-to-day education. Teachers assign work, track progress, and commmunicate with
students and parents through these systems. The pandemic proved that remote learning is
possible; now it's about refining it to complement classroom learning. Hybrid models allow
continuity of learning during disruptions (snow days, illness) and can personalize learning
pace. For higher education and adult learning, online courses and MOOCs have become
mainstream, expanding access beyond traditional campus settings. This trend makes edu-
cation more accessible and equitable, as geography becomes less of a barrier. For exam-
ple, rural students can now take advanced courses online that their small school may not
offer, or working adults can attend university courses virtually.

Student-Centered Learning and Personalization:

Digital tools enable a shift from one-size-fits-all teaching to a more student-centered
approach. Adaptive learning software can adjust content difficulty based on a student’s
performance, giving extra practice where needed. Data analytics in educational software
provide teachers with insights into each student's understanding and progress, allowing
timely interventions. There's a growing trend of using Al tutors and educational apps that
provide real-time feedback and coaching to learners. For instance, an Al-powered math app
can guide a student step-by-step through a problem, or language learning apps can practice
conversation with students via Al chatbots. These personalized supports help students
become more “confident learners equipped with self-direction skills”, building the foundation
for lifelong learning. Educational publishers and tech firms are increasingly integrating Al into
curricula — e.g., tools that auto-grade assignments or simulations that let students learn by
exploring virtual environments at their own pace.
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Al in Education:

Beyond tutoring, artificial intelligence is making inroads in various educational tasks. Al can
assist teachers by generating quiz questions, grading essays (with human oversight), or even
creating tailored lesson plans. For example, some educators use generative Al (like ChatGPT)

to get ideas for explaining a complex topic differently to students who didn’t grasp it initially,

or to create interactive examples. Al is also being used in administrative capacities — predicting
which students might be at risk of failing based on early performmance indicators, thus allowing
intervention. In universities, Al chatbots answer student FAQs about admissions or financial aid.
There's excitement around Al's potential to reduce teacher workload (automating mundane
tasks like attendance or basic grading) and improve learning outcomes through personalization.
Microsoft's CEO Satya Nadella highlighted this transformative power, noting that when passion,
technology, and human ingenuity combine, we can “reimagine the future of education”.
However, it also brings responsibilities: ensuring Al's content is accurate and unbiased, and that
teachers are trained to effectively integrate Al into pedagogy.

Data-Driven Education and Learning Analytics:

Schools and universities are increasingly leveraging data analytics to inform decisions. This ranges
from the macro level — analyzing data to improve curricula or resource allocation — to the micro
level of classroom diagnostics. A concept known as Learning Analytics involves collecting and
analyzing data on student interactions (clicks on an e-learning platform, time spent on problems,
assessment results) to glean insights. For example, if data shows many students struggling with

a particular concept, a teacher or district can adjust the curriculum or provide supplemental
material. At a higher level, education departments analyze trends like graduation rates, stand-
ardized test results, or online course uptake to measure the impact of reforms and identify equity
gaps. During the pandemic, data on student logins and engagement helped identify which
communities were most at risk of learning loss due to connectivity issues, guiding policymakers
to target support. The OECD's Digital Education Outlook 2023 emphasizes creating effective
digital education ecosystems where data is used meaningfully yet ethically. Privacy is a concern,
so data use must comply with regulations and parents’ expectations. When done right, data-driv-
en approaches can personalize learning and improve system outcomes by basing decisions on
evidence rather than intuition.

Closing the Digital Divide:

A critical trend in Western countries is renewed focus on closing the digital divide in education
—ensuring all students have the necessary technology access. The pandemic laid bare disparities:
students in well-resourced districts had laptops and broadband at home, while others had to
rely on paper packets or shared devices. Governments are investing in solutions like distributing
Chromebooks or tablets to students (one-to-one device programs) and expanding internet
access (through community Wi-Fi hotspots, discounted broadband programs, or even initiatives
like placing Wi-Fi on school buses that park in underserved neighborhoods). In some European
countries, internet access is being treated as a basic utility and extended to all households.
Additionally, schools are incorporating digital skills into the curriculum for all students so that
everyone gains digital literacy, not just those with tech at home. A digitally equitable education
system is one where “improving access for all learners across multiple modalities” is a

core goal. This means offering content in various formats (video, text, interactive) and on low-
bandwidth options if needed, so that learning isn't hindered by technological limitations.
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Modernizing Curriculum and Skills for the Future:

Digital transformation in education is not just about how students learn, but also what they learn.

There's a push to update curricula to include 21st-century skills — such as coding, data literacy,

and digital citizenship — preparing learners for a digital economy. Many schools have introduced

STEM programs, robotics clubs, and maker spaces to spark interest in technology. Governments

and industry partners are collaborating on initiatives to bring computer science into all schools.

For example, the UK made computing a compulsory subject, and various US states are adopt-

ing similar requirements. Teaching about Al and its ethical implications is gradually entering

higher education curricula as well. Moreover, digital transformation calls for re-skilling educators

themselves. Professional development for teachers now often includes training on educational

software, managing online classrooms, and using data to tailor instruction. Educator training

and development programs (like Microsoft's Education Transformation Framework or Google's

Certified Educator programs) support teachers in this shift. By equipping educators and staff

with the right skills to teach with technology, education systems can better prepare students for

the workforce of the future. R
Y

In summary, the education sector’s digital transformation is characterized by a

move toward more flexible, personalized, and datainformed learning, enabled by
technology. As one Microsoft education lead put it, “Digital transformation of education
systems is key to unlocking the full potential of every learner” and ensuring they are

prepared for a rapidly changing job market. North American and Western European
countries, generally leaders in educational tech adoption, are continuing to invest in the
infrastructure and policies to support these trends, while sharing lessons on what works
best in teaching and learning with technology.

STRATEGIES AND BEST PRACTICES IN
EDUCATION TRANSFORMATION

Implementing digital transformation in education requires careful strategy and attention
to the unigue environment of schools, colleges, and universities. Unlike a corporation,
educational institutions have multiple stakeholders — students, parents, teachers,
administrators, government bodies — and the change management can be complex. Here
are key strategies and best practices that have emerged for successfully integrating digital
technology in education:

Develop a Clear Vision and Plan at the System Level:

School districts or education ministries benefit from creating a comprehensive digital
education strategy. This might be modeled on frameworks like the Microsoft Education
Transformation Framework, which guides leaders from vision-setting through implementation.
A clear plan should articulate the goals (e.g., improving student engagement, increasing STEM
proficiency, enabling personalized learning), the required investments (devices, connectivity,
platforms), teacher training plans, and metrics for success. For example, Finland'’s national
program for digitalization of education set targets for infrastructure and digital skill outcomes,
which helped coordinate efforts across schools. Having a vision ensures that technology adoption
is not aimless but tied to pedagogical objectives.
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Empower Educators and Build Digital Pedagogy Skills:

Teachers are at the heart of education, so their buy-in and competence with technology is crucial.
A best practice is to provide extensive professional development and ongoing support for
educators. This can include workshops on using specific e-learning tools, pedagogical training on
blended learning models, and peer mentoring programs where techsavvy teachers coach others.
Some districts designate “technology integration specialists” or lead teachers who help colleagues
incorporate tech in lesson plans. Recognizing teacher efforts in digital innovation (through awards
or career advancement opportunities) also motivates uptake. Furthermore, involving teachers

in selecting and evaluating digital tools ensures the solutions chosen actually meet classroom
needs. When teachers are confident with technology, they can unlock its full potential to enhance
learning rather than feeling it's a burden. As one study noted, the main challenge to becoming
data-driven or tech-enabled in education is often not the tech itself, but the human side — teachers
need to feel comfortable and see value in the changes.

g
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Digital initiatives in education should be centered on enhancing the student learning
experience. This means choosing tools and designing digital content with pedagogy
first — technology should serve learning goals, not vice versa. It's a best practice to follow
universal design for learning (UDL) principles for any digital content, which ensure
materials are accessible to learners with diverse needs (e.g., transcripts for videos, screen
reader compatibility, adjustable difficulty levels). Also, involving students in the design
process can provide insights — student feedback can guide what features are useful or
how interfaces could be more intuitive. For instance, a university developing a new mobile
app Mmight include student representatives in the planning to ensure the app serves

their needs effectively. Equity considerations must be front and center: if a homework
requires internet or a certain software, schools must ensure every student can meet that
requirement (through loaner devices, after-school access to computer labs, etc.). In practice,
many schools have adopted the principle “accessible by default” for digital resources. An
example is Ontario, Canada’s virtual learning environment which adheres to accessibility
standards and offers content in multiple formats to accommodate different learning styles
and abilities.
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It might seem basic, but ensuring
robust infrastructure is a
foundational best practice. Early
ed-tech efforts sometimes faltered
because of spotty Wi-Fi, insufficient
bandwidth, or lack of tech support,
leading to frustrated teachers and
students. Now, investing in highspeed
internet for schools (e.g., fiber
connections), campus-wide Wi-Fi, and
adequate technical support staff is
seen as non-negotiable. Additionally,
adopting cloud-based education
platforms can help with scalability —
for example, using cloud LMS or cloud
storage ensures students can access
materials from anywhere and reduces
the IT burden on school servers. With
many educational services moving to
cloud (Office 365, Google Classroom,
etc.), school IT departments have
shifted towards managing devices
and identity rather than hosting
applications. Schools also need
strategies for device management,
whether it's 1:1 programs or Bring
Your Own Device (BYOD) policies,
including ensuring devices are loaded
with necessary software and filtered
for safe use. Some best practices:

use a mobile device management
(MDM) system to manage school
devices centrally, and establish clear
policies for device use (for example,
appropriate use policies signed by
students/parents). Cybersecurity

in schools is increasingly important
too - districts have been targets of
ransomware. Measures like regular
backups, network monitoring, and
cyber awareness training for staff (to
avoid phishing) are critical to keep
educational operations running
smoothly.

Leverage Quality Digital Content and
Open Educational Resources (OER):

The availability of content is key to making
technology useful. Educators are encouraged to
utilize digital curriculum resources — whether
licensed content from publishers that offers
interactive textbooks, or OER which are free and
modifiable. Curating a repository of highquality
digital resources aligned to the curriculum ensures
teachers are not left scrambling to find materials
online. Many governments and NGOs have created
OER libraries (for instance, Europe's ETutor portal
or various OpenStax textbooks) that teachers can
draw from. A best practice is to have a review process
for digital content to ensure it meets educational
standards and is appropriate. Additionally,
encouraging teachers to share resources they
create (lesson plans, slides, quizzes) on collaborative
platforms builds a commmunity of practice. The
collaborative aspect of digital transformation in
education —teachers sharing globally — means a
teacher in Germany might use a science simulation
built by a teacher in the US, benefiting from each
other’'s work. This is a shift from each teacher
working in isolation to a more collective approach to
curriculum development, made possible by digital
connectivity.

Use Data Ethically to Support Students:

As mentioned, data can provide powerful insights

in education, but it must be used ethically and
transparently. Schools should implement data
governance policies that protect student privacy
(complying with laws like FERPA in the US or GDPR
in Europe, which have specific protections for minors'
data). Parents and students should be informed
about what data is collected (e.g., from learning apps)
and how it's used to help learning. An emerging best
practice is using data for “early warning systems” —
e.g. identifying students who are frequently absent
or disengaged and then intervening with counseling
or academic support. When deploying such systems,
it's important to avoid labeling or bias; the data

is a tool to offer help, not to stigmatize. Moreover,
any Al used to predict student outcomes should

be monitored by educators to ensure fairness. For
instance, if an algorithm suggests a student is likely
to fail, a counselor or teacher should verify and then
reach out with support, rather than the student
being automatically tracked into a lowerlevel course.
Ethical guidelines for Al in education are being
discussed at international levels, emphasizing that
human oversight and the professional judgment of
educators remain paramount.
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By adhering to these strategies — clear vision, teacher empowerment, student-centered design, solid
infrastructure, rich content, ethical data use, and community engagement — education leaders increase

the likelihood that technology investments will translate into meaningful improvements in teaching and
learning. Already, there are promising examples: schools where personalized learning has increased test
scores, districts where online parent portals led to better family engagement, universities where predictive
advising systems improved graduation rates, and regions where distance learning programs expanded
education access to remote populations. Each success adds to the knowledge base of what constitutes best
practice. As public sector education systems continue to innovate, sharing these practices internationally
(through forums like the OECD or EdTech conferences) helps everyone accelerate progress. The ultimate
goal is an education ecosystem where technology is seamlessly integrated, enhancing educational outcomes
while ensuring no learner is left behind — truly fulfilling the promise of digital transformation in education.

DIGITAL TRANSFORMATION IN HEALTHCARE

KEY TRENDS IN HEALTHCARE TECHNOLOGY AND DIGITAL HEALTH

Healthcare is another critical public sector where digital transformation is driving significant change in North
America, Western Europe, and around the world. The healthcare industry, including hospitals, clinics, public
health agencies, and health insurers, is embracing digital tools to improve patient care, make operations
more efficient, and enable medical innovations. In recent years — and especially during the COVID-19
pandemic — the pace of health IT adoption has surged. Here we outline key trends in healthcare digital

transformation:

Telemedicine and Virtual Care:

Perhaps the most visible change has been the rise of
telehealth. Virtual doctor visits via video call, which
were once rare, became commonplace during the
pandemic and remain popular. Telemedicine allows
patients to consult with healthcare providers from
home, increasing convenience and access (especially
for those in remote areas or with mobility issues).
Many health systems in the US and Europe have
built robust telehealth platforms and integrated
them into their care models. This includes not just
video consultations, but also remote monitoring
(patients using devices that send health data to
their doctors) and telepharmacy (home delivery

of medications). Telehealth is enabling more on-
demand healthcare, where patients can get advice
and even prescriptions on their own schedule.
Regulators have updated policies to support this,
such as reimbursing virtual visits similar to in-person
and allowing licensed providers to practice across
state or country lines in some cases. Going forward,
a hybrid model of care (mix of in-person and virtual
as appropriate) is expected to become standard.
Telemedicine has proven particularly beneficial

in behavioral health (therapy sessions online) and
routine follow-ups, though for acute or complex
conditions, in-person will still be needed. This trend
greatly improves access and patient convenience,
one of the core goals of healthcare transformation.

Patient Empowerment and Personalized Care:

Digital transformation is shifting healthcare
towards more patient-centric and personalized
care. Patients today have more tools to manage
their own health — from wearable fitness trackers
and smartwatches monitoring their heart rate

and sleep, to mobile health apps for tracking

diet, medication, or symptoms. This generates
valuable data that can personalize care. Healthcare
providers are increasingly leveraging such patient-
generated data (with consent) to tailor treatments.
Moreover, electronic health records (EHRs) and
patient portals give individuals access to their
medical information, lab results, and physician
notes. This transparency empowers patients to be
active participants in their care. The expectation of
personalization means healthcare organizations
strive to provide “highly personalized patient
experiences”, delivering the right intervention at
the right time. For example, some hospitals have
implemented “digital front doors” — mobile apps
that guide a patient’s entire journey (appointment
scheduling, pre-visit questionnaires, check-in, post-
visit follow-up instructions) customized to that
patient. Another aspect is preventive and wellness-
oriented care: personalized coaching based on
one's data, reminders for preventive screenings,
etc., moving healthcare from reactive sick-care to
proactive health management.
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Data-Driven Clinical Decision Support:

Healthcare has always been data-intensive
(medical history, lab tests, imaging, etc.), but
now big data analytics and Al are enabling
more powerful clinical decision support
systems. Machine learning algorithms can sift
through vast medical datasets and research
to assist doctors in diagnosing diseases or
recoommending treatments. For example,

Al diagnostic tools can analyze radiology
images (X-rays, MRIs) to detect abnormalities,
sometimes with accuracy on par with

expert radiologists for certain conditions.

Al can also flag potential medication errors
or contraindications by analyzing patient
records. Many hospitals use clinical decision
support embedded in EHRs — when a doctor
orders a test or drug, the system might alert
if sommething looks off (like a duplicate test

or an allergy conflict). Additionally, predictive
analytics are being used for risk stratification:
identifying which patients are at high risk of
complications or hospital readmission so that
care teams can intervene early. One notable
success is in sepsis detection — hospitals
have deployed Al that monitors vital signs
and lab results in real time to catch early
signs of sepsis, enabling faster treatment
that saves lives. Overall, data-driven tools are
enhancing the accuracy and timeliness of
clinical decisions, which improves outcomes
and safety. However, healthcare providers
are careful to treat Al as an assistive tool,

not a replacement for human clinicians,
ensuring final decisions remain with trained
professionals.

Interoperability and Health Information
Exchange:

A significant trend in healthcare IT is the push
for interoperability — making sure different
health systems and providers can exchange
patient data seamlessly (with proper privacy
controls). Historically, EHR systems were often
siloed: a patient's records at one hospital
might not be accessible at another, leading
to fragmented care. Now, countries are
investing in health information exchanges
and common data standards (like FHIR — Fast
Healthcare Interoperability Resources) so
that data flows with the patient. In the EU, for
instance, the proposed European Health Data
Space aims to enable secure sharing of health
data across member states for both patient

care and research, unlocking the full potential
of health data. In the US, recent regulations
(like the 21st Century Cures Act) mandate that
patients have a right to access their health

data via APIs, and discourage data blocking

by vendors. Improved interoperability means

if you show up at an ER while traveling, the
clinicians could quickly retrieve your medical
history (medications, allergies, prior diagnoses)
from your home provider — potentially life-
saving information. It also means public health
agencies can aggregate data from various
sources for better population health monitoring
(as seen during COVID where data sharing

was critical to track cases and vaccine records).
Achieving true interoperability remains
challenging due to legacy systems and privacy/
security complexities, but it's a top priority
trend to enable integrated, efficient care.

Telehealth for Specialties and Collaboration:

Beyond primary care visits, telecommunication
tech is transforming specialty care and
professional collaboration. Tele-radiclogy, tele-
pathology, and tele-ICU are examples where
specialists can remotely support patient care.
A radiologist can read images from a rural
hospital remotely; an ICU in a community
hospital can be monitored by intensivists in

a central hub during night shifts (tele-ICU
command centers). There's also growth in
virtual second opinions — patients can consult
specialists in other cities or countries by
sharing their records digitally and meeting over
video. Meanwhile, clinicians are using digital
collaboration platforms to discuss cases and
share knowledge (e.g., secure messaging apps
for healthcare teams, or platforms like Microsoft
Teams integrated in clinical workflow).
Especially in Western Europe, cross-border
consultations are facilitated by such tools,
improving access to top expertise regardless
of location. This trend contributes to breaking
down barriers in healthcare delivery and
ensures patients get the best possible advice
without always needing to travel. It also proved
vital during crises; for instance, at the height of
COVID-19, remote collaboration allowed scarce
specialists (like infectious disease experts) to
support multiple hospitals virtually.
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Digital Health Innovations and
Emerging Tech:

A wave of innovation is bringing emerging
technologies into healthcare practice:

/o\]\—- Mobile Health and Apps:
v Thousands of mobile health
apps exist for everything

from chronic disease
management (diabetes
monitoring apps) to mental
wellness (meditation apps).
Hospitals are prescribing

apps as adjunct therapy
(sometimes called “digital
therapeutics”), such as apps
that guide cognitivebehavioral
therapy for anxiety. There's
careful vetting needed —
regulators are now assessing
and approving certain apps as
medical devices if they provide
treatment.

Wearables and loT in
Healthcare:

(=)

Wearable devices like
smartwatches, glucose
monitors, blood pressure
cuffs, or even smart implants
continuously collect health
data. These loT health devices
are valuable for remote patient
monitoring programs. For
example, a program might
equip heart failure patients
with a scale and BP monitor
that automatically sends
readings to their clinic; nurses
get alerts if weight spikes
(indicating fluid retention)

so they can intervene early.
During COVID-19, pulse
oximeters at home helped

monitor patients' oxygen levels.

loT in hospitals (medical device
integration) also improves
internal operations — e.g,,
tracking equipment location,
or sensors that monitor hand
hygiene compliance.

03 — Aland Advanced Analytics:

As in government, Al is a huge
trend in healthcare. Beyond
decision support, Al is used

for operational efficiency - like
optimizing staff scheduling or
predicting which hospital units will
be busiest to allocate resources. Al
chatbots help triage patients by
asking symptom questions and
suggesting next steps (used by
some national health services to
reduce calls). Predictive analytics
help in public health too —
predicting disease outbreaks or
identifying social determinants
impacting health outcomes.

i

04 — Blockchain and Security

v Tech:

Some organizations explore
blockchain for health records
and consent management,
due to its tamper-proof nature.
Meanwhile, advanced security
(like enhanced encryption,
biometric access controls) is
trending to protect sensitive
health data as cyber threats to
healthcare have increased.

Overall, the healthcare industry is evolving

from a paper-bound, hospital-centric model to
a digitally enabled, distributed care model
where data and services flow to wherever the
patient is. As one Microsoft report notes, “the
health industry has undergone a rapid digital
transformation over the past two years”, and
this momentum continues. Patients expect
more convenience and personalization;
providers seek better tools to improve outcomes
and efficiency; and health systems aim to
integrate care across the continuum. The trends
above encapsulate this movement towards a
more connected, smart healthcare ecosystem.
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BEST PRACTICES AND INNOVATIONS IN HEALTHCARE

TRANSFORMATION

Transforming healthcare through technology comes with unigque challenges — healthcare is
highly regulated, deeply personal, and often life-critical. However, numerous best practices and
innovative strategies are emerging from hospitals, health systems, and public health agencies
that successfully implement digital transformation. Here are some key ones:

Focus on Improving Patient Experience
(Patient-Centricity):

A mantra in healthcare transformation is to
“enable personalized care” and keep the
patient's experience central. Best practices
here include designing digital tools with
patient input (for example, involving patient
advisory councils when creating a new
patient portal or hospital app to ensure it's
user-friendly), and providing omnichannel
access — meaning patients can reach care
through various channels (phone, app,
in-person) seamlessly. One innovation is

the use of patient journey mapping in
service design: hospitals map out every
touchpoint a patient has (searching for a
doctor, booking appointment, check-in,
follow-ups) and identify pain points to solve
via digital means. If parking and check-in
are pain points, they might implement

an app for appointment reminders and
e-check-in so the patient can just arrive and
bypass paperwork. Another best practice

is providing patients with digital education
resources — after a diagnosis, patients might
get access to an online portal with tailored
educational content about their condition,
helping them understand and manage it
better. The concept of empowering patients
and families also extends to tools like shared
decision-making apps that help patients
visualize treatment options and outcomes,
thus engaging them collaboratively in

care decisions. Health systems that excel

in patient-centric digital offerings often

see higher satisfaction scores and better
adherence to treatments (since patients find
it easier to follow care plans when supported
by apps/reminders).

Empower and Connect Care Teams:

Healthcare is delivered by multidisciplinary
teams (doctors, nurses, pharmacists,
technicians, care coordinators), and digital
transformation efforts should empower
care teams with the right tools and
information. A best practice is implementing
integrated clinical communication platforms
— for example, secure messaging and
collaboration apps that allow a patient’s

care team to chat and share updates in
real-time (replacing outdated pagers

and phone tag). Unified access to patient
records is also vital: every provider involved
should be able to see the patient’s history,
test results, and care plan in a single EHR
system or connected systems, which
reduces errors and duplication. Training

and change management are crucial here
too - introducing a new interface or system
requires input from clinicians to ensure it
actually fits into their workflow rather than
disrupts it. Innovations in this arena include
clinical dashboards that give an overview of
a patient's status pulling data from various
devices and systems (e.g., ICU dashboards
aggregating vitals, lab trends, nursing notes).
Another growing practice is involving care
teams in the codesign of digital solutions —
many hospitals have “physician champions”
or “nurse informaticists” who act as liaisons
between IT developers and frontline staff to
tailor systems that truly meet clinical needs.
When care teams are equipped with modern,
userfriendly tech, they can coordinate care
more effectively, spend less time on clerical
tasks, and more on direct patient care —
ultimately improving outcomes and staff
morale.

30 |




THIRD STAGE

Streamline Operations and Reduce
Administrative Burdens:

A significant portion of healthcare

costs and frustrations come from
administrative inefficiencies —
scheduling, billing, insurance claims,
paperwork. Best practices in digital
transformation target these operational
improvements. For instance, hospitals
are using automation (RPA — Robotic
Process Automation) to handle
repetitive tasks like insurance eligibility
checks or claims processing, which
reduces manual errors and speeds up
reimbursements. Data integration across
departments (finance, clinical, supply
chain) helps improve resource utilization
—e.g, predictive algorithms to manage
operating room schedules or optimize
staffing based on patient flow forecasts.
Many health systems have implemented
self-service kiosks or portals for tasks like
registration and billing inquiries, which
not only improves patient convenience
but also reduces workload on staff. One
case study is a hospital that introduced
an online scheduling system that allows
patients to book appointments directly
and receive reminders; this reduced
no-show rates and eased the call center
volume. Another innovation area is
inventory and supply management:
using loT and barcoding to track
supplies and medications in real

time prevents shortages and waste.
According to Microsoft's healthcare
scenarios, harnessing data for operations
can “reduce process latency and
redundancy” and orchestrate integrated
operations across teams, which in turn
can cut costs and expand care access by
making the system more efficient.

Ensure Privacy, Security, and
Compliance (Build Trust):

Trust is the bedrock of healthcare, and
protecting health information is a
non-negotiable best practice in digital
initiatives. Health data is highly sensitive,
so any digital tool must have rigorous
security (encryption, access controls)
and comply with regulations like HIPAA
inthe U.S. or GDPR in Europe. Best
practices include performing regular
security risk assessments, implementing
multi-factor authentication for systems
containing patient data, and training
staff on cybersecurity hygiene (phishing
awareness, proper handling of data).
With increasing threats, many hospitals
are adopting advanced solutions

like Security Information and Event
Management (SIEM) systems and even
Al-driven security as earlier mentioned to
detect threats. Data governance policies
are essential: clearly defining who can
access what data, for what purpose,

and auditing that access. In terms of
compliance, if cloud services are used,
they must be certified for healthcare
(e.g.,, HITRUST or local certifications) and
data residency requirements must be
followed. Another aspect is ensuring
data integrity — maintaining accurate,
complete medical records digitally.
Blockchain pilots in healthcare aim at
this by creating immutable audit trails
for data access/modification. Ultimately,
to maintain public trust, healthcare
providers need to be transparent about
their digital practices and demonstrate
that patient privacy is safeguarded

at every step. As one Western Europe
health director put it, “trust is the
essential ingredient in healthcare digital
transformation”, meaning no tech
innovation will succeed if patients or
clinicians don't trust it.
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Utilize Emerging Tech (Al, loT, Analytics) for Better Outcomes:

Healthcare leaders are selectively adopting emerging technologies in ways that clearly
add clinical value. Examples of best practices and innovations here:

Al for Clinical Use:

Some hospitals have set up Al inno-
vation teams or centers to explore
uses of Al in care. They pilot models
on retrospective data before deploy-
ment. When introducing Al diag-
nostics (like an algorithm to detect
cancer in pathology slides), they often
run it in parallel with human review
to validate its performance and earn
clinician trust. A best practice is to
keep the clinician in the loop - e.g,,
an Al might highlight sections of an
image as suspicious, but the final

call is by the human doctor, with Al
as a second reader. This augment-

ed intelligence approach improves
acceptance. There are also Al tools for
predicting patient deterioration (like
warning of a likely ICU transfer). These
are typically integrated into the EHR
and provide an alert score that nurses
and doctors can act on. It's crucial to
have oversight committees (includ-
ing clinicians,data scientists, ethicists)
evaluate Al for bias and safety before
broad rollout.

Remote Monitoring and loT Pro-
grams:

Successful programs often start with
specific chronic conditions. For ex-
ample, an academic hospital might
run a remote cardiac rehab program
where patients use a wearable ECG
patch and a tablet app at home; data
goes to a central monitoring team
that coaches the patient. Such pro-
grams have shown reduced read-
missions. Best practice is to provide
patients with userfriendly devices
and tech support, and define clear

protocols for how clinicians respond
to incoming data (so it's not over-
whelming). Starting with a pilot (like
50 patients) helps work out logistics
before scaling. Many places partner
with tech companies specializing in
remote patient monitoring for the
required devices and data platforms.

Interoperability and Standards
Adoption:

A concrete best practice is embrac-
ing open standards (like HL7 FHIR for
data exchange). Health organizations
pushing vendors to provide FHIR
APIs have found it easier to integrate
new apps and share data. Some

even sponsor hackathons to stimu-
late development of new tools using
their FHIR APIs, leading to creative
solutions like an app for patients to
donate their data for research in a pri-
vacy-safe way. Collaborating in health
information exchange networks
regionally also ensures a community
standard.

Digital Front Door and One-Stop
Services:

Many health systems are consoli-
dating their digital services into a
single, coherent patient app or portal
— sometimes called a “digita front
door.” This enhances user experi-
ence because a patient can use one
app for finding doctors, virtual visits,
checking records, paying bills, etc,,
rather than separate apps. It simpli-
fies the ecosystem and reinforces the
health system's brand and relation-
ship with patients. The innovation is
not necessarily new tech, but inte-
grating existing tech for ease of use.
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Leverage Data for Public Health and
Preventive Care:

On a broader scale, public health
agencies are harnessing digital
transformation to improve population
health. Best practices include
developing health data dashboards
(for tracking diseases outbreaks,
vaccination rates, etc.) that combine
data from hospitals, labs, and other
sources in real time — as was done in
many countries for COVID-19. Predictive
models can help allocate resources
(like predicting flu season severity to
stockpile vaccines).

Another trend is using data to address
social determinants of health - for
example, integrating social services
data with health data to identify
patients who might need help with
housing or food, and then proactively
connecting them to those resources.
Some healthcare providers now screen
patients for social needs using digital
guestionnaires and use that data to

coordinate with public sector programs.

This holistic approach often requires
cross-sector data sharing (health, social
services, education) which is complex
but beneficial.

Measure Outcomes and Value:

In healthcare, technology should ideally
tie into the value-based care movement
— improving not just processes but
outcomes and cost-effectiveness.
Hospitals implementing digital changes
are tracking key metrics: patient outcome
improvements (like reduced complication
rates), efficiency gains (like reduction

in average length of stay or cost per
case), and patient/ clinician satisfaction.
For example, if a hospital deploys a

new Al tool for stroke diagnosis, they

will measure if door-totreatment time
improved and if patient recovery rates
improved. Publishing and sharing these
results helps build the business case for
digital health investments. Many Western
healthcare systems are moving to models
that reward outcomes (e.g., value-based
reimbursement in the US Medicare or
quality-based funding in NHS), which
further incentivizes using digital tools

to achieve those outcomes. Therefore,

an innovation in implementation is the
formation of “digital transformation
offices” or roles like Chief Digital Officer
in hospitals who specifically align tech
projects with outcome goals and ensure
rigorous evaluation postimplementation.

Healthcare transformation, when done well, can lead to the “Quadruple Aim”: better patient
experience, improved population health, reduced costs, and improved provider work life. The
examples and practices above demonstrate steps toward those aims. For instance, Providence

St. Joseph Health (a large US health system) used a suite of Microsoft Cloud for Healthcare

tools to integrate data and apply Al, resulting in better insights for clinicians and higher patient
engagement, illustrating how a comprehensive approach yields benefits. In the UK, the NHS

app now allows millions of patients to access services from their smartphone (booking GP
appointments, viewing records, organ donation preferences), a transformation that both
empowers patients and streamlines NHS administration. In Italy, the Lomlbardia region developed
an advanced analytics platform during COVID to predict ICU bed usage, which became a model
for data-driven crisis response. Each success story reinforces that technology, guided by clear
strategy and best practices, can indeed produce “better experience, better insights, and better
care” in healthcare. The journey is ongoing — healthcare, perhaps more than other sectors, will
continue to evolve as new treatments, technologies, and patient expectations arise — but the
foundational practices of keeping efforts patient-centered, teamsupported, data-secure, and
outcome-focused will remain constant guiding lights for public healthcare institutions navigating

the digital age.
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CONCLUSION

Across government services, education, and
healthcare, digital transformation is driving a
profound reimagining of how public institutions
fulfill their missions. In North America and
Western Europe, many government agencies
now recognize that going digital is not optional
but necessary to meet the high expectations
of citizens accustomed to seamless digital
experiences elsewhere. The trends we've
explored - from Al chatbots in city halls to
learning analytics in classrooms and telehealth
in clinics — all point toward public services

that are more accessible, efficient, and
tailored to individual needs than ever before.
Crucially, these transformations are enabling
outcomes that matter: quicker response times
in government operations, improved student
engagement and personalized learning, and
better health results with patients receiving the
right care at the right time.

Yet, as this report highlights, achieving these
benefits requires more than new technology
deployments. It demands holistic change
management, strategic vision, and an
unwavering focus on the public interest. Best
practices such as those recommended by the
OECD and exemplified by leading organizations
emphasize the importance of leadership, agile
methods, cross-sector collaboration, upskilling
people, safeguarding trust, and continuously
measuring impact. For instance, a government
can invest in the latest cloud platform, but
without an agile culture and breaking down
silos, the old inefficiencies may simply resurface
in digital form. Similarly, a school can hand

out tablets, but without teacher training and
curricular integration, it may not improve
learning. And a hospital can buy advanced

Al diagnostics, but without proper workflow
integration and clinician buy-in, it won't help
patients. The human and organizational
aspects of digital transformation are as critical
as the tech itself.

Encouragingly, public sector leaders are
increasingly pooling knowledge and learning
from one another’s successes. International
forums share case studies of what works (and
what doesn't) in digital government, and many
countries are converging on similar guiding
principles: user-centric design, interoperability,
openness, security, and inclusion. For example,
governments globally agree on principles like

“we will ask for new information only once”
and “we will build easy-to-use, secure services”,
recognizing these as hallmarks of good digital
governance. In education and healthcare too,
transatlantic dialogues have spurred aligned
approaches on data standards and digital ethics.
Western Europe and North America, often at
the forefront, have a responsibility to continue
piloting innovations and sharing evidence so
that all regions can benefit from improved
public services.

For public sector leaders reading this report,
several key recommendations emerge:

Articulate a clear digital transformation
vision that ties back to your core mission of
public service. Use this vision to galvanize
support and guide all initiatives.

Invest in people and culture change just
as much as in technology. Cultivate skills,
empower staff to innovate, and lead by
example in using data and digital tools.

Prioritize projects that have tangible citizen
impact — early wins in service improvement
build momentum and public trust. Always
design from the citizen's perspective (or
student’s, or patient’s), testing services with
real users.

Break silos and foster collaboration, both
internally (across departments) and
externally (with other governments, private
partners, and the public). Integrated services
and data are far more valuable than isolated
digital upgrades.

Maintain a relentless focus on security,
privacy, and ethics. These are foundational
to sustaining trust in digital public services.
Make responsible technology use a hallmark
of your transformation.

Embrace continuous improvement. Digital
transformation is not a one-time project but
an ongoing journey. Use data and feedback
to iteratively refine services. Stay updated
on emerging technologies and be ready to
pilot new ideas, but also be willing to pivot
if something isn't delivering the expected
value
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In conclusion, the digital transformation of government, education, and healthcare is a collective
mission to modernize the public sector for the 21st century. When done thoughtfully, it enables

what previously might have seemed impossible — a government that is as responsive as a

toptier customer service, a classroom that adapts to each child’s needs, a healthcare system

that preempts illness rather than just treating it. As one public sector expert noted, digital
transformation happens collectively — no leader or IT department can do it alone. It requires the
collaboration of visionaries, implementers, front-line workers, and citizens themselves. North American
and Western European governments have made great strides, but the work continues. By adhering to
the trends and best practices outlined in this report, public sector leaders can navigate the challenges
ahead and truly harness leading technologies — from Al to cloud to data analytics — to deliver more
effective, inclusive, and trusted public services for all. The destination is well worth the journey: a
transformed public sector that improves quality of life and well-being in our communities, fulfilling the
promise of technology in service of the public good.
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