
In brief
	• The need to deliver more innovative 
services with emerging technology 
will become increasingly important as 
constituents seek greater access to 
digital services.

	• CIOs must address a variety of  
issues in harnessing emerging 
technologies.

	• A critical step in deploying new 
emerging technology is allowing the 
team to fail quickly and establish 
lessons learned.

Forward-looking government CIOs are advising agencies on integrating new 
technologies into the digital services they deliver to constituents.
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Government chief information officers (CIOs) are under 
increasing pressure to deliver a seamless, digital experience 
to constituents while providing key IT infrastructure support 
for state agencies. In addition, as emerging technologies 
such as artificial intelligence (AI), robotic process automation 

(RPA), augmented analytics, low code/no code, blockchain 
and autonomous vehicles become more prevalent, CIOs face 
the added challenge of trying to integrate them into their 
IT infrastructure in ways that align with their overarching 
digital transformation.

7 steps to take 
government CIOs 
from IT caretaker 
to IT broker
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Forward-looking CIOs are advising their governments on ways 
to integrate new technologies into the digital services they 
deliver to constituents. In many ways, emerging technologies 
represent the natural evolution of the government CIO’s role 
from caretaker of the IT infrastructure to an overall broker 
of services, in this case one who takes a holistic approach to 
managing digital transformation.

That’s not to say that CIOs no longer need to care about 
keeping the lights on and make sure that core IT functions 
such as storage and network operations, among others, run 
smoothly. As CIOs integrate emerging technology into their 
organizations, they should consider these seven actions that 
will optimize their digital transformation and minimize risk 
to their organization.
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Summary
In this rapidly changing environment, well-established governance measures 
are critical to minimize risk, protect privacy and establish a baseline moving 
forward that will harness emerging technologies that can help government 
elevate the services delivered to constituents and reframe its future as a 
digital enterprise.

1 	� Adopt emerging technology by design, not by default.  Be intentional with enterprise decision-making by hosting a 
cross‑agency forum for information sharing and discussions on new technology developments.

2 	� Include emerging technology in the enterprise architecture. Document the organization’s intended direction in each 
domain section of the enterprise architecture with examples of trending emerging technology.

3 	� Fund emerging technology through an innovation fund. Consider recasting emerging technology acquisition as an 
operating expense rather than a capital expenditure. Allocate a small percentage of the charge-back budget to an 
innovation fund for emerging technology. Also, seek a general fund appropriation to create a grant funding model where 
agencies can apply for assistance to pilot emerging technology without the financial risk.

4 	� Seek procurement waivers for emerging technology. Working with procurement, develop language to enable research, 
demonstrations and pilots without the requirement for competitive bids during proof of concept or pilot projects to 
document requirements for future competitive requests for proposals.

5 	� Organize vendor demonstrations of emerging technology. Team with vendor associates to establish an innovation center 
to showcase how emerging technologies can solve agency business challenges and modernize digital services.

6 	� Facilitate emerging technology cross-agency pilot projects. Look across common business functions and encourage 
information sharing to standardize on common emerging technology platforms and capabilities.

7 	� Avoid the top-down approach to emerging technology. Emerging technologies enjoy greater acceptance and success 
when front-line departments identify business needs and then work with enterprise IT to pilot and deploy the solutions 
within the enterprise architecture.

As emerging technologies enter the mainstream, government 
CIOs will be pressed to incorporate the technology into their 
enterprise architecture, leverage new ecosystem partnerships 
and deliver innovative solutions that differentiate the constituent 
experience while creating a leading class, commercial like, 
constituent experience. This is often easier to accomplish in 
unified or federated state IT models as compared to the states 
that operate with one that is decentralized.

This expansion of scope requires sharpening the focus on 
emerging technology solutions that can be deployed rapidly 
to address new agency or constituent requirements and 
innovation opportunities. They will also need to continue 
developing a change competency within their organization and 
create a learning environment that will focus on experimenting, 
exploring and collaboration.

How EY can help
Our Government & Public Sector 
community brings together more than 
20,000 EY people from over 100 
countries. All of us share a passion to help 
governments work better for their people.
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through assurance and help clients grow, 
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ask better questions to find new answers for 
the complex issues facing our world today.
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How EY’s Global Government & Public Sector  
can help your organization 
Around the world, governments and not-for-profit 
organizations are continually seeking innovative answers 
to complex challenges. They are striving to provide better 
services at lower costs and to create sustainable economic 
development, a safe environment, more transparency 
and increased accountability. EY combines private sector 
leading practices with an understanding of the public 
sector’s diverse needs, focusing on building organizations’ 
capabilities to deliver improved public services. Drawing 
on many years of experience, we can work with you to 
help strengthen your organization nd achieve lasting 
improvements. Our Global Government & Public Sector 
brings together teams of highly skilled professionals from 
our assurance, consulting, strategy, tax and transaction 
services. We are inspired by a deep commitment to help 
you meet your goals and enhance public value, for today 
and tomorrow.
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