DIGITAL

Imperative

THIRST FOR
DIGITAL EXPERIENCE




INDIVIDUALS ARE GETTING ACCUSTOMED TO THIS

Personalized Consumer Experience

Personalized customer service based on Personalization using second
preferences and customer value party data Gift recommendations
Brought to the top of call center queue T Personalization using . : 3 .
Presented with discount for identity matching Machine learning _ based on social media
cookware after enrolling in Received customized Received relevant promotion Received suggestion for gift
cooking class Pinterest feed showing at the right time of day in boxed earrings after wishing
i i y . X X preferred channel (email) f -
Recommendations based on Re.commendatlons based on styles in right size/build sister happy birthday on
social media prior purchases LinkedIn
Presented with a discount for a Recelv_ed promotion for a watch
wool coat after posting “not matching other purchased items
ready for the cold” .
Preemptive actions based on Personalized VIP events
customer value Invited to sports themed VIP

Personalization using third
party data

Presented with promotion for
stylish luggage after booking
trip to Germany

Received replacement for itchy party after buying basketball

Location based content sweater free of charge memorabilia
Received coupon on receipt to

local coffee shop

1 !

' .j \7//

AQUIRE CONVERT RETAIN GROW



INDIVIDUALS ARE ALSO GETTING ACCUSTOMED TO THIS

Personalized Business Experience

Personalized Pre Sales

| will not receive as many cold calls as they
will know what | am looking for and
already have my information

Proactive Needs Identification

| already know exactly what | am looking for
and because they know what | want, they
identify my needs before | even send out an
RFP

Personalized Service Education
The system will send personalized
content to educate me on the right
service at the right time.

PLAN EXECUTE DESIGN

Customized Service Solution

Individuals at my company can set preferences for their
service experience. For those that prefer to speak to a
representative, there is someone available when needed.
Others can access information on-demand through
chatbots, natural language search and easy to use

information channels

Pre-Empted Customer Service

The vendor will track my interactions with
to see how | am using it and if there are
issues. They will send in additional
trainers to optimize performance and
focus on where we need help

OPTIMIZE

Usage-Based Recommendations
From my usage data, my vendor knows enough

about me to recommend me to additional products

that might suit my needs

Personalization Based on Value

| receive a customized package with
personalized pricing based on my
customer value

Hassle Free Procurement

My vendor uses data of other

companies in similar industries or that

exhibit similar behaviors to identify the

information that | need to provide to

procurement I

Customized Training

| receive customized training through
preferred channels (e.g., in person,
through web video conferencing, through
virtual reality), which shortens the
onboarding time

Seamless ERP integration

My vendor easily integrates into my ERP system
so that | do not need to spend time doing time
consuming administrative tasks



SETTING/UP FOR

SUCCESS




Key enablers for
digital acceleration

Digital talent
development
Build the digital talent

pool by training
employees

Innovation culture

Embrace a “succeed
fast” approach to
innovation that

focuses on the end-
user and desired
outcomes

Cross- and inter-
department
collaboration

Break down traditional
silos to improve
collaboration across
agencies and functions

Balanced digital
portfolio

Understand how to
prioritize initiatives
and manage the digital
portfolio

Robust digital
ecosystem

Leverage connections
within the state and
the citizens to be
digital



From “Doing Digital” to “Being Digital”

Don’t get
stuck here

Exploring

Leverage traditional technologies to
automate existing capabilities. Dabbling
with digital. No real change to the
organization

/'\ Many organizations swirl in an endless loop of ‘doing’
. digital things — an illusion of being digital — rather than
\/ making changes to business, operating and customer

models

Doing

Leverage digital technologies to

extend capabilities, but still largely
focused around same business,
operating and customer models

Becoming
Leverage digital technologies —
becoming more synchronized and less

siloed — with more advanced changes to

current business, operating and
customer models

Being

Business, operating and customer
models are optimized for digital and
profoundly different from prior
business, operating and customer
models



‘Being’ digital isn’t easy and point solutions don’t work

THESE DON’T WORK

Immediately jumping into “technical solutions”
only...

®

Focusing only on digital Hoping implementing “agile

technologies methodology” will be all they
need

Calling processes Agile but Declaring digital success

still really operating in based on isolated victory or

Waterfall bursts of activity

Immediately jumping into “people solutions”

only...

Trying to ‘org design’ their
way to digital and agility

®

Hiring a Chief Digital Officer
to solve everything

®

Just telling people to be more
agile and innovative

Buying digital skills without
also training existing talent



Framework for Digital Transformation

\yr = 22 A

Leadership, Vision, Policy Digital Core Connected Enterprise Digital Workforce
& Culture
- Governance - Application/Process - Digital Identity - Human-Centered
Modernization Design

+ Funding and ROI - Digital Information &

- Cloud L . - Agile Execution

- Digital Risk
- 2-Speed IT Management - Focus on Value

Digital Customer + Digital Value



DIGITAL WORKFORCE

& culture




The Digital
Organization 2.0

When activated, these elements are essential to
being a digital organization. Digital at the core of
the business, an enabling environment for the
organization to be digital, and the commitment
and leadership to drive this change. Using the
Digital DNA nucleus to identify areas of focus, an
organization will learn, grow and accelerate their
digital ambition.

NETWORK +
LEADERSHIP
WORK
. REIMAGINED
OPEN TALENT ’ otal dny ;
WORKFORCE .
.0. 2 \0 "
.. \ %“'alqeua o :
DIGITAL HR i\ ); '
CONNECTED

EXPERIENCE



Hurdles clients face

You do not have an understanding of what it You have a Digital Ambition but do not have the You do not have capabilities to scale
means to “Be Digital” right structure, workforce or leaders (or know where to harness new skills)
(or know where to start)

Getting the right Getting the Getting the
focus concept right organization to scale

Where will you focus? Prioritize and develop the right Will your concept deliver your business needs? Develop and Are you equipped to scale the business? Scale your

Digital DNA traits to invest your time and energy to rapidly refine your ambition, rethinking the role of leaders, organization by deploying a high-performing set of talent

deliver your digital ambition structures that deliver and new talent models capabilities and using analytics to sustain organizational

performance

+  What does it mean to Be Digital? + How do we prepare our leaders?

+  Where should we focus our digital efforts? +  How do we structure to achieve our ambition? How do we structure to operate as a network of teams?

«  Which leaders should be involved in creating my + How do we use new talent models to deliver value and adapt How do we maximize digit.al transformation through
digital journey? quickly? ecosystems and partnerships?

« Which aspects of the organization need to evolve to +  How do we connect our workforce to maximize collaboration How do we equip our teams with new digital skills?
drive our Digital Ambition? across our talent models? +  How do we use analytics to motivate performance?

How do we partner with HR to deliver consumer grade
experiences for our workforce?



Leading the digital organization

The digital workforce requires organizational commitment to digital leadership and governance

9

FOCAL POINTS

Create a focal point for
digital leadership in the
CDO

®

DIGITAL STUDIO

Establish a digital studio
as a center for digital
talent & innovation

DIGITAL TALENT

Make digital talent
available to the agencies

()

FEDERATED GOV

Create the federated
governance model that
spans the agencies



