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Impact of Crisis on Australian Public 
Sector Digital Transformation

27% of public sector organizations in 
Asia/Pacific say finding solutions to 

ensure employees’ physical health is one of the main 
challenges.

36% of educational organizations say having 
inadequate systems for upskilling and/or 

reskilling a hybrid workforce is the biggest challenge.

53% of government organizations say secure 
and compliant support for employees’ 

mental well-being is the biggest challenge. 

48% of healthcare organizations say providing 
solutions to ensure employees’ physical 

health is the main challenge.

COVID-19 has had an unprecedented effect on every sector in Australia and has resulted in economic contraction. According 
to IDC’s COVID-19 Impact Surveys, however, 56% of public sector organizations in Asia/Pacific are either returning to growth 
or are on the path to the next normal. The pandemic has meant that business models need to become more flexible, 
outcome-based, and as-a-service. Time to value and ROI will be key considerations for organizational and LOB leaders when 
making decisions on finalizing engagements or partnerships. As businesses move toward the recovery stage, the top priority 
is to embed digital operating models in half of Australia’s businesses. To flatten the economic downturn caused by COVID-19, 
the Australian government is expected to ramp up spending, specifically around infrastructure and security. An increase 
in the unemployment rate in Australia was a concern as lockdown measures put in place to control COVID-19 drastically 
reduced economic activity. In February, however, the Australian prime minister said the unemployment rate was 7.5% in July 
2020 and 6.6% in December 2020, indicating a socioeconomic rebound is in the works. Organizations are seeking to secure 
their remote working capabilities in the wake of the COVID-19 disruption.

The Australian public sector had to tackle the 
challenge of delivering services through the 
pandemic while at the same time working 
with other agencies. Public cloud adoption 
has increased significantly, due to its ability to 
quickly scale. The Australian market will invest 
in better managing cloud environments 
and leveraging cloud to drive innovation. As 
a result there will be greater dependency 
on software and the related security and 
compliance challenges. This report outlines 
the path forward for the country, highlighting 
the opportunities and objectives, and gluing 
these together around six key focus areas.

Where Are Australian Public Sector 
Organizations on the Road to Recovery?

Source: IDC COVID-19 Impact Survey, Wave 14, Asia/Pacific public sector 

Source: IDC COVID-19 Impact Survey, Wave 14, November 10–20, 2020
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Opportunities to Reignite the Public Sector After COVID-19

SW CAGR: 6.5%

IT spend (US$M)

The Australian government aims to help businesses manage short-term cash-flow challenges to combat the crisis created by the COVID-19 pandemic. About 88% of Australian businesses say the 
pandemic has exposed gaps in their analytics/AI/ML models, primarily due to a lack of technical functionality — a strong incentive for accelerated investment.

Overall: Australian public sector IT spending is expected to reach US$10.9 billion by 2024, up from 
US$9.9 billion in 2020, with a CAGR of 3.3%. Overall growth mainly came from IT services (40%), 
followed by hardware (33%), in 2020. The current digital drive will result in the strongest growth for 
software, with a CAGR of 6.5%, and software is set to surpass hardware by 2024. 

SW: By 2024, the Australian software market will be worth US$3.4 billion and will mainly be dominated 
by applications and application development and deployment. Enterprise resource management (ERM) 
applications drive the former, while data management software drives the latter. Among applications, 
however, collaborative applications and SCM applications will post the biggest growth rates. 

IT service: The Australian IT services market will be worth US$4.3 billion by 2024, with technology 
outsourcing accounting for almost 50% of the total between 2020 and 2024. Systems and network 
implementations, however, will have a higher CAGR of 3.2% for 2020–2024. A key concern in the public 
sector is the very low spend on IT education and training, at only 2% by 2024.

HW: Though hardware spend is dominated by personal computing devices (50%), infrastructure as a 
service (IaaS) is set to grow at the fastest rate, with a CAGR of 10% for 2020–2024.

Public Sector IT Spend (SW, HW, IT Services) (US$M)

The federal government of Australia is committed to investing US$500 million 
to build the country’s “virtual-first” infrastructure. The government delivered a 
US$2.4 billion health package, with US$669 million on telehealth services and 
US$74 million to support citizens’ mental health and well-being. 

New South Wales (NSW) Health will invest to implement an integrated statewide 
laboratory information management system. It will also implement a real-time 
prescription monitoring system to track high-risk prescribed medicines.

ICT spend in defense accounts for 28% of the A$270 billion (US$205.8 billion) defense capability investment for 2020–2030 under the 2020 Force 
Structure Plan & Strategic Update. Of this, A$15 billion (US$11.4 billion) is for info and cyber domain capabilities (of which CESAR is a part) and A$15 
billion (US$11.4 billion) is for capability investment in defense enterprises.

NSW: A$365.8 million (US$279 million) has been allocated in NSW for capital funding over two years for the Rural Access Gap Direct Intervention 
program to deliver improved access to digital teaching, learning aids, and collaboration tools to rural and remote schools, though not all of this is ICT. 
A$1.6 billion (US$1.2 billion) has been set aside for the NSW Digital Restart Fund.

Victoria: A$116.5 million (US$88.9 million) is allocated for hospital care in the home and A$30 million (US$22.9 million) for health clinical technology 
refresh. While not direct government ICT spend, A$526.9 million (US$402 million) was allocated for the Digital Future Now program to support business-
grade broadband and employee/jobseeker access to the digital economy, and A$156.1 million (US$119.1 million) to establish Digital Victoria to drive 
digital transformation across government and improve citizen experience.

Investments in Healthcare Investments in Government

How Digital Transformation of the Public Sector Can Succeed in the Post-Crisis Environment

2020 2021 2022 2023 2024

IDC Worldwide ICT Spending Guide Industry and Company Size Forecast 2020, October (V3 2020), Australia

Education Australia

Federal/Central Government Australia

Healthcare Provider Australia

State/Local Government Australia

$ 1,967 $ 1,967 $ 1,970 $ 2,031 $ 2,089 

$ 3,986 $ 4,098 $ 4,231 $ 4,379 

$ 2,019 $ 2,089 $ 2,173 $ 2,248 

$ 1,997 $ 2,061 $ 2,143 $ 2,235 

$ 3,949 

$ 2,040 

$ 1,965 
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Key technologies such as AI, IoT, and blockchain will contribute to the ETHIC framework in the country’s 
holistic view of the customer (student/patient). 

Long-Term Vision in the Public Sector 
To leverage these opportunities, public sector organizations in Australia need to understand the long-term vision and merge their capabilities accordingly. That vision is to become one of the top 3 digital 
governments in the world through its 2018–2025 DX strategy. The DX strategic priorities revolve around making the government easier to deal with, becoming transparent and informed, and being a good fit with the 
digital age. As part of this, Australia plans to make all its government services digitally accessible by 2025. The Open Government National Plan, now in its third iteration, aims to make government more transparent, 
accountable, and publicly engaged by harnessing technology to promote the proactive release of information on government service provision and decision making under its open-by-design (right-to-know) concept. 
Realizing the benefits of the MyHealthRecord system, the government has initiated programs to expand its capabilities and enable more safe and secure use of the system data. The basic set of long-term priorities 
can be described as adopting a new “ETHIC” for public services.

This new “ETHIC” approach to the Australian public sector highlights five key 
objectives for public sector organizations:

The public sector needs to focus on these priorities across all processes and use cases. Public sector organizations also need 
to be mindful of the differing levels of complexity that come with the implementation of various use cases. The emphasis on the 
different parts of the ETHIC approach as well as institutional capacity to deal with complexity should inform decisions on which 
use cases are better to adopt early and which are a better fit in the later stages of the transformation.

Efficient public services. The public sector is increasingly asked to provide more with fewer 
resources. As budgetary pressures are certain to grow in the medium term, the push toward ever 
more efficiency will remain a priority.

Trusted operations models. Trust, in relation to both technology and interpersonal trust, 
has become pivotal in remote working environments, especially at a time when social media is 
increasingly blurring the lines between what is real and what is not. 

Highly responsive processes. According to IDC’s Impact Wave Survey data, improving customer 
experience is a priority for 65.3% of Asia/Pacific healthcare organizations. 

Inclusive delivery and workplace. As face-to-face interactions become rarer, government 
organizations are focusing on maintaining the inclusiveness of their processes, for both citizens 
and staff. 

Convenient delivery frameworks. After passing through the remote service phase, with 
the least mobility, people will prefer digital touchpoints across all their interactions with service 
organizations.

AI: The Australian government is progressing 
toward a national strategy, with millions in 
direct AI investment focused on developing 
an AI road map, constructing data standards 
and ethics frameworks, and funding AI-related 
cooperative research center (CRC) programs, 
PhD scholarships, and school-related learning. 
In June 2020, the government announced 
plans to invest A$19 million over three years in 
five AI health research projects.

Blockchain: The National Blockchain 
Road Map Steering Committee, which 
includes representatives and experts from 
government, academia, and industry, was 
set up in February 2020 to oversee the 
road map’s deployment. Blockchain is now 
widely seen as an economic opportunity by 
the government, which plans to leverage it 
in areas such as evoting, digital legalisation, 
and blockchain-enabled identities.

Cybersecurity: Strengthening 
cybersecurity is a top priority across the 
public sector, with a vision to create a more 
secure online world for Australians, their 
businesses, and the essential services on 
which they depend. With its Cyber Security 
Strategy 2020, the government will invest 
A$1.67 billion over 10 years in cybersecurity 
to build trust in the digital economy and 
ensure that the community is secure online.

Good stewardship 
of taxpayer money 

Efficient Trusted Highly responsive Inclusive Convenient

Productivity Security and 
compliance

Cross-silo
integration
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Transparent non-
intrusive engagement
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Digital inclusion: The concept of digital 
inclusion addresses the activities that 

enable individuals and communities to 
embrace digital.

Agile, intelligent platforms and 
infrastructure: With agile organizations 

striving for accessibility and customer 
engagement and enhancement, a strong 

infrastructure supported by intelligent 
platforms such as hybrid cloud, 5G, and 

edge computing is becoming mandatory — and this is being 
accelerated by COVID-19.

Data-driven policymaking and service 
delivery: Apart from having data in place 

and driving insights, organizations need to 
implement processes and technology to 

support good decision making, as data and 
decision making have become inseparable. 
IDC predicted that by 2021, 25% of data-driven organizations 

will have turned 30% of their unstructured data into repurposed 
discrete elements that fuel adaptive decision making and 

automate data-driven workflows.

Trust and security: With the FoW increasingly being 
transformed by new digital tools and connected 
ecosystem partners, governments and organizations 
need to be more accountable and responsible to 
citizens and customers. This demands a trusted and 
secure system.

Future of Work (FoW): IDC predicts that by 2022, 
45% of repetitive work tasks in large enterprises will 
be automated and/or augmented by using “digital 
coworkers” (powered by AI, robotics, and IPA), furthering 
human-machine collaboration. The 21st century 
economy requires workers to operate as dynamic 

and reconfigurable teams that can quickly adapt to business demands 
and new market requirements — anytime, anywhere, and from any 
physical location. COVID-19 has highlighted this necessity and has laid 
bare infrastructure, policy, and process gaps and deficiencies in many 
organizations as half of the workforce became remote almost overnight.

Omni-channel citizen experience, In the next 
normal, providing a seamless experience through digital 
platforms and ensuring speed of service delivery and 
scale will be imperative for public sector organizations. 
This enables digital government to become more 
personal and flexible.

The pandemic has redefined Australian business models. While processes at public sector organizations tend toward a value-based model, organizations will accept solutions based only on an 
outcome-based approach. Demand for software spending in the country is set to grow by 6.5% between 2020 and 2024. The Australian government is driving technology adoption across AI, 
blockchain, and security as part of its vision to be one of the world’s top 3 digital governments. IDC has introduced six key priorities for public sector organizations to help them to meet their 
objectives (these are also relevant for Dell’s offerings and its capabilities alignment). The six keys to unlocking this next normal of public services are:

What Public Sector Organizations Need to do to Make ETHIC a Reality

Omni-channel 
citizen experience 

Data-driven 
policymaking and 
service delivery

Agile, intelligent 
platforms and 
infrastructure

Digital 
inclusion

Trust and 
security 

Future 
of Work
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Omni-channel citizen experience is necessary for the overall improvement of Australia’s 
digital society. As a result, user experience is now a top priority for public sector 
agencies when delivering omni-channel citizen experience. With greater awareness, 
however, Australians expect more transparency when interacting with government 
departments. This means the public sector needs to be effective and efficient when it 
comes to user experience. It needs to significantly improve its ability to interact with 
citizens and businesses digitally and provide platforms and incentives for businesses 
looking to align their business transformation to the overall digitization of the public 
sector. Public sector organizations should ask themselves the following:

• Is the current mode of engagement with citizens good enough 
to provide them with the required transparency and the 
expected results?

• Can we provide the information that citizens want, and with 
the same efficiency, no matter which communication channel 
they choose?

• Do our processes meet regulatory standards?

The Digital Transformation Agency (DTA) is set 
to deploy omni-channel citizen experience in 
Australia by enabling citizens to access a variety 
of government services conveniently and safely. 
Govpass’ aim is to create a digital identity for 
Australian citizens that is accepted and trusted 
by online government services. This will help 
Australians to build their digital identity once 
and reuse it many times to access a variety of 
services. The DTA began trials with a test group 
of Australians in 2018. All government services 
are expected to become available through digital 
channels by 2025. 

Omni-Channel Citizen 
Experience 

Govpass, Australia’s 
Digital ID System

Case Study: 
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Impact of use case adoption on ETHIC and its complexity

Efficient Trusted Highly responsive  Inclusive Convenient Complexity

4/5 3/5 3/5 4/5 5/5

Impact of use case adoption on ETHIC and its complexity

Efficient Trusted Highly responsive  Inclusive Convenient Complexity

3/5 5/5 2/5 2/5 4/5

Omni-Channel City Portal  

Many municipalities have developed a central website that links to services 
provided by separate departments, but most lack clear navigation and 
an easy user experience. Omni-channel portals consolidate government 
department data to enable users to see all information (policies, alerts, 
and statistics) and access digital services. Next-gen portals also add mobile 

access and interactive features that move beyond simple transactions to offerings such 
as contextualized search and citizen online accounts.

Open Data 

A key tenet of smart cities is to improve transparency, accountability, and 
government-community engagement. “Open data” is the way to achieve 
these goals by tracking performance, sharing data within government and 
outside government, and spurring the development of public sector services 
by the private sector using open data sets. Open data is typically provided 

by a software solution that catalogs, aggregates, and publishes data for the express 
purpose of sharing government data online with those outside and inside government. 
Many of these solutions provide built-in data visualization and dashboarding capabilities 
with data access via APIs to feed analytics systems. Often, open data sets are 
accompanied by policies or guidelines on what data is published and how the data can 
be used, shared, and referenced.

Key Use Cases to Consider

Ensure that the capabilities and technologies are glued together using cloud and Big Data analytics to ensure a user-
friendly platform to enhance citizen experience.

Omni-Channel Citizen Experience 

Note:
Complexity denotes the overall time and resources needed to execute the transformative project in a given use case. The complexity rating considers both the technological 
complexity and the required changes in processes, culture, or regulatory framework. For all other ratings related to ETHIC, 1 means that the use case does not have significant 
influence and 5 means the use case has very significant influence.

Recommendation

1 32 4 5 1 32 4 5
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The lockdown and social distancing measures imposed by the government immediately 
after the COVID-19 outbreak have resulted in a large-scale shift as many Australian 
public sector organizations explore new ways of getting work done, including a greater 
reliance on remote work. FoW fosters human-machine collaboration, enables new skills 
and worker experiences, and supports a work environment unbounded by time or 
physical space.

Australian government departments and agencies have taken measures to 
continue with remote work arrangements indefinitely for designated workers to 
ensure worker health and safety. It’s highly likely that the future workplace of 
government will be an optimal balance of remote and onsite staff. The Australian 
government is aware of the potential impacts of AI and automation on the 
job market and is working to address these. A first step is to promote STEM 
education in Australia. Public sector organizations should ask themselves:

• Are we boosting national productivity by working from 
home?

• What are the training needs for teachers to effectively 
manage hybrid models in the post-pandemic period? 

• Should we view remote work as a situational and 
temporary response to the current crisis or a 
permanent shift?

Moreton Bay council embraces digital to redefine 
the future of work by effectively connecting 
with the public to provide a seamless, scalable 
service. It uses machine-learning techniques 
with the council’s customer service data to 
automatically assign requests made in the app 
by customer service officers to the appropriate 
work team without manual intervention to 
reduce processing time. This is set to improve 
responsiveness and availability of customer 
service channels. The council provides a 
smartphone app to connect with the public with 
their offices for public requests. The project aims 
to move phone calls and emails over to the app 
and it works 24 x 7.

Future of Work

Streamlined Access to 
Community Services

Case Study: 
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Impact of use case adoption on ETHIC and its complexity

Efficient Trusted Highly responsive  Inclusive Convenient Complexity

2/5 1/5 2/5 4/5 3/5

Connected Back Office 

A connected back office replaces today’s systems of record with new 
intelligent systems that retain the core capabilities while layering in new 
automated and predictive intelligence. The goals are to transform the 
platform tier for core ERP applications to drive cost reduction and process 
efficiency across the organization (e.g., by cutting cost per transaction); 

enable organizational agility (e.g., by enabling the organization to more easily scale up 
or down its business units and acquire or divest units faster and cheaper); and identify 
new revenue streams and help the organization quickly mine these. These systems will 
become more intelligent by leveraging machine learning and predictive analytics on 
massive data sets capable of learning from exceptions and adapting business rules, 
enabling users to discover insights, better predict and plan for outcomes, recommend 
next best steps, and automate processes.

Connected and Digital Workers 

With legacy systems, responding to citizens for information regarding 
benefits and eligibility is a slow and mundane process. Employees are 
located in different offices and may be teleworking or conducting work in 
the field, making it difficult to collaborate and access critical data, and yet 
operational costs must be contained. By increasing the productivity and 

efficiency of workers wherever they are and automating routine transactional tasks, 
staff are freed up to perform more complex and higher-value activities and to better 
serve citizens.

Future of Work

Key Use Cases to Consider

Develop a long-term vision for your workplace — one that embraces a hybrid workforce and provides technology 
parity and a consistent and productive experience to all workers, no matter their location or preferred device.

Note:
Complexity denotes the overall time and resources needed to execute the transformative project in a given use case. The complexity rating considers both the technological 
complexity and the required changes in processes, culture, or regulatory framework. For all other ratings related to ETHIC, 1 means that the use case does not have significant 
influence and 5 means the use case has very significant influence.

Recommendation

1 32 4 5

Impact of use case adoption on ETHIC and its complexity

Efficient Trusted Highly responsive  Inclusive Convenient Complexity

5/5 3/5 4/5 5/5 3/5 1 32 4 5
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With COVID-19 resulting in rapid network expansion and more remote working, there 
has been a greater risk of network vulnerabilities. The security of IT solutions will come 
under scrutiny as key criteria for tenders and agencies will seek to strengthen their 
business continuity and data protection. The Department of Defence’s 2020 Strategic 
Update and 2020 Force Structure Plan highlight network security and resilience as 
early areas of focus. 

Back in June 2020 the federal government announced the Cyber Enhanced 
Situational Awareness and Response (CESAR) package — A$1.35 billion for 
cybersecurity over the next 10 years in response to the growing number of 
cyberthreats.

Australian public sector organizations should ask themselves:

• Is our data security/cybersecurity infrastructure good enough 
for the new normal?

• Do we have the internal capability to develop security solutions 
or do we need to resort to outsourcing?

• Have we ensured that all our stakeholders are security 
compliant?

AustCyber, the Australian Cyber Security Growth 
Network, funded by federal government grants, 
is one of six centers set up in Australia to boost 
innovation and research in competitive and 
strategically important sectors. AustCyber works 
with start-ups, venture capital funds, government 
agencies, and educational institutions, and acts 
as a multiplier and connector for the Australian 
cybersecurity industry. AustCyber aims to 
improve the competitiveness of the Australian 
cybersecurity industry, while complementing and 
preventing overlap with other plans. 

Trust and Security

AustCyber — Australian 
Cyber Security Growth 
Network

Case Study: 
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Impact of use case adoption on ETHIC and its complexity

Efficient Trusted Highly responsive  Inclusive Convenient Complexity

4/5 5/5 3/5 2/5 5/5

Impact of use case adoption on ETHIC and its complexity

Efficient Trusted Highly responsive  Inclusive Convenient Complexity

3/5 5/5 2/5 2/5 4/5

Critical Infrastructure Management 

Critical infrastructure is increasingly the target of cybersecurity attacks 
due to the disruption and chaos that these breaches create. Legacy 
technologies are ill-equipped to manage or even detect these breaches. 
Public sector organizations can minimize the risk of breaches to the 
nation’s critical infrastructure by fortifying endpoint and system security 

management.

Social Engineering 

Some hostile actors are using social media to disrupt democratic 
processes such as public opinion, electoral processes, and social activism, 
and pre-existing tools and vetting processes have been incapable of 
detecting these breaches. Public sector organizations and national 
governments in particular are adopting technologies to detect, reveal, and 

neutralize potential influences from foreign hostile actors.

Key Use Cases to Consider

Trust and Security

Be cognizant of the outsourcing model and the attributes to look for when selecting a security solution provider. 
The key focus must be on solving business problems with technology as an enabler.

Note:
Complexity denotes the overall time and resources needed to execute the transformative project in a given use case. The complexity rating considers both the technological 
complexity and the required changes in processes, culture, or regulatory framework. For all other ratings related to ETHIC, 1 means that the use case does not have significant 
influence and 5 means the use case has very significant influence.

Recommendation

1 32 4 5 1 32 4 5
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According to IDC’s Worldwide Semiannual Public Cloud Services Spending Guide, public 
cloud adoption in Australia will be worth US$1.9 billion by 2024. As Australia shifts 
more data and workloads to the cloud, data sharing platforms with governance and 
service delivery will take center stage as they seek to unlock the value of data and drive 
new insights and applications. 

The Australian government has significant experience with supporting initiatives 
for data-driven service delivery, but there is still a gap in providing the required 
insights from the data. To gain insight from the data, public sector organization 
should ask themselves the following questions:

• Do we have aligned data management so that all 
communications are clearly visible and agencies can get a 
comprehensive view of the service?

• Are decision makers incentivized to use the available data in 
their management decision-making process?

• Do we have data architecture in place that enables us to use 
data across the organization and utilize other available public 
sector data?

In partnership with CSIRO’s Data61, the NSW 
government has deployed spatial digital twins 
across Western Sydney. The digital twins provide 
real-time 3D and 4D digital spatial data and 
models of buildings, roads, hospitals, schools, 
and the environment. The interactive tools 
include 22 million trees with height and canopy 
attributes, almost 20,000km of 3D roads, 7,000 
3D strata plans, and 546,206 buildings. This 
enables the government to plan for and predict 
future outcomes during infrastructure, precinct, 
and community planning — resulting in improved 
planning and community engagement.

Data-Driven Policymaking and 
Service Delivery

New South Wales Spatial 
Digital Twins

Case Study: 



An IDC InfoBrief, sponsored by13

How Digital Transformation of the Public Sector Can Succeed in the Post-Crisis Environment

Impact of use case adoption on ETHIC and its complexity

Efficient Trusted Highly responsive  Inclusive Convenient Complexity

4/5 5/5 4/5 4/5 3/5

Impact of use case adoption on ETHIC and its complexity

Efficient Trusted Highly responsive  Inclusive Convenient Complexity

4/5 4/5 5/5 2/5 4/5

Early Warning System

Cities, towns, communities, and regions are responding to a growing 
number of natural and human-made disasters (such as floods, fires, 
tsunamis, oil spills, and terror attacks) with little preparation, mitigation, 
and advance notice. This leads to far greater human loss, injury, and 
damage to infrastructure, property, and the environment. Early warning 

systems enable city administrators and emergency management personnel to detect 
and respond as early as possible to a natural or man-made disaster. This helps city 
officials to alert residents, halt critical infrastructure to minimize impact, reroute traffic, 
and deploy resources as quickly as possible.

Digital Twin  

In the public sector, a digital twin refers to a digital model or version 
of the physical assets and resources tied to a particular public sector 
organization (and in the case of municipalities more broadly to the area 
under their purview). Digital twins provide a 3D model of systems from 
infrastructure such as buildings and transportation to the movement 

of people, things, and resources (such as water) using sensors installed on physical 
objects. Digital twins offer a view into existing situations and help to make predictions 
about how city systems will respond to changes and events. The goal is to understand 
the city operations at a systemic level for improvements in operations, processes, 
resource use, policy development, and urban planning.

Key Use Cases to Consider

Consider building a reliable and regulatory compliant ecosystem model to generate digital data. Focus on data 
governance and data ethics while leveraging data for policymaking and service delivery. 

Data-Driven Policymaking and Service Delivery

Note:
Complexity denotes the overall time and resources needed to execute the transformative project in a given use case. The complexity rating considers both the technological 
complexity and the required changes in processes, culture, or regulatory framework. For all other ratings related to ETHIC, 1 means that the use case does not have significant 
influence and 5 means the use case has very significant influence.

Recommendation

1 32 4 5 1 32 4 5
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Cloud adoption in the Australian public sector, in the wake of COVID-19, is largely 
triggered by lines of business (LOBs) demanding more speed and IT agility and by 
modernization, transformation, and replatforming. Agency CIOs and IT departments 
are seeing increasing demand for solutions to enable new, agile business models that 
support human capital management, enhance customer experiences, and deliver 
appropriate services and information.

The Australian government encourages all agencies to adopt a cloud-first 
approach. The department of health launched an app in Google Cloud that 
provides information to citizens on how the coronavirus pandemic is progressing 
across the country, using agile platforms.

Australian public sector organizations should ask themselves:

• Do we need to deploy more agile, AI-driven techniques?

• Do we need to align our long-term data management strategy 
with our infrastructure strategy?

• Do we need nationwide network transformation to focus on 
optimizing datacenter and cloud interconnectivity to support 
SMEs? 

In partnership with Telstra, the Northern Territory 
Government is considering a project for the 
implementation of Australian smart cities. The 
project involves CCTV cameras, city intelligence 
platform, and weather & particulate sensors. Data 
from the sensors will be fed into a dashboard 
where the City of Darwin will analyze it and make 
it available on request to other organizations. The 
information collected through these sensors will 
facilitate enhanced planning, delivery of services 
and greater understanding of local environmental 
trends.

Agile, Intelligent Platforms and 
Infrastructure

Switching on 
Darwin Project

Case Study: 
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Smart City Platforms   

Cities have multiple platforms for various functions, but they exist in silos and 
lack a citywide view into operations or a view that brings together data from 
disparate sources, especially from sensors and other devices, for analysis 
and subsequent recommendations for actions across multiple departments. 
A smart city platform seeks to optimize operations, improve urban life, and 

increase citizen engagement through secure real-time data intelligence, intra-agency 
collaboration, and new service offers. A smart city platform interconnects the physical and 
digital world across one or more domains, connecting new and legacy applications and 
edge data collection devices (sensors and video cameras) that exist on city assets; this 
provides a holistic view of the city’s infrastructure for improved management and control.

Key Use Cases to Consider

Agile, Intelligent Platforms and Infrastructure

Digital Permitting, Licensing, and Inspections  

Digital permitting, inspections, and licensing improve the efficiency of 
core municipal functions by leveraging real-time information and infield 
technologies to include mobile devices on which inspectors can instantly 
report and file findings while in the field, which are instantly uploaded 
to the cloud. Faster and more efficient processes benefit city agencies 

with reduced cost of operations and improved reliability of data and benefit property 
owners and developers through the streamlined processes afforded by technology. 

Create a digital enablement platform by forming a consortium of government agencies and private service providers 
to help SMEs harness the power of digital technologies.

Note:
Complexity denotes the overall time and resources needed to execute the transformative project in a given use case. The complexity rating considers both the technological 
complexity and the required changes in processes, culture, or regulatory framework. For all other ratings related to ETHIC, 1 means that the use case does not have significant 
influence and 5 means the use case has very significant influence.

Recommendation

1 32 4 51 32 4 5
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Digital inclusion is gaining priority in Australia as COVID resilience measures accelerate 
the digitization of everyday life. The Australia Digital Inclusion Alliance (ADIA), a 
collaborative effort to accelerate progress on digital inclusion, is driving the National 
Digital Inclusion Road Map. 

The Australian public sector has already experienced digital inclusion through 
various initiatives. Each public sector organization will need to strive to make 
its services more inclusive. Australian public sector organizations should ask 
themselves the following:

• Is digital inclusion equal across all services and 
process? 

• Can we offer alternatives for citizens/customers who 
are unable to access the service via most the common 
channel?

• Does the current channel address the issue of digital 
inequality and provide ease of access? 

This digital system ensures that health 
information about a healthcare recipient is 
available to provide care irrespective of location. 
MyHR provides clinicians with fast, secure access 
to health information such as allergies and 
medicines that may not otherwise be available in 
hospital information systems. In partnership with 
the Australian Commission on Safety and Quality 
in Health Care (ACSQHC), the Australian Digital 
Health Agency (DHA) has launched a pilot to use 
MyHR in hospital emergency departments.

Digital Inclusion

MyHealthRecord System 
(MyHR)

Case Study: 
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Health Promotion, Infectious Disease Prevention, and Predictive 
Disease Management

Promote health and reduce infectious disease outbreaks and chronic 
disease risk by educating the public and deploying sophisticated 
analytics tools to identify individuals at risk, track, and stop outbreaks 
and epidemics.

Digital Equity Inclusion and Accessibility 

Faster and broader network pipes with efficient spectrum management 
help government to make service delivery equitable. Accessible design 
typically delivers a better user experience for everyone and enables 
internet access to help reduce the digital divide and facilitate economic 
growth.

Key Use Cases to Consider

Drive digital inclusion by strengthening the organization’s AI, IoT, and 5G capabilities. At the same time, define the 
customer base and its needs while building trust.

Digital Inclusion

Note:
Complexity denotes the overall time and resources needed to execute the transformative project in a given use case. The complexity rating considers both the technological 
complexity and the required changes in processes, culture, or regulatory framework. For all other ratings related to ETHIC, 1 means that the use case does not have significant 
influence and 5 means the use case has very significant influence.

Recommendation

1 32 4 5 1 32 4 5
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Omni-channel citizen experience. 

Ensure that the capabilities and technologies are glued together 
using cloud and Big Data analytics to deliver a user-friendly platform 
to enhance citizen experience.

Data-driven policymaking and service delivery. 

Consider building a reliable and regulatory compliant ecosystem 
model to generate digital data. Focus on data governance and data 
ethics while leveraging data for policymaking and service delivery.

Trust and security. 

Be cognizant of the outsourcing model and the attributes to look 
for when selecting a security solution provider. The key focus must 
be on solving business problems with technology as an enabler.

Digital inclusion. 

Drive digital inclusion by strengthening the organization’s AI, IoT, 
and 5G capabilities. At the same time, define the customer base 
and its needs while building trust.

Future of Work. 

Develop a long-term vision for your workplace — one that 
embraces a hybrid workforce and provides technology parity and 
a consistent and productive experience for all workers, no matter 
their location or preferred device.

Agile, intelligent platforms and infrastructure. 

Create a digital enablement platform by forming a consortium of 
government agencies and private service providers to help SMEs 
harness the power of digital technologies.

Key Recommendations
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