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EXECUTIVE SUMMARY
Derived from dialogue during the 7th October Research Innovation Council roundtable in Colorado.

This research brief focuses on modernizing government services through citizen-centric digital
services, innovation, and strategic partnerships. Participants in the brief discussed how
citizen-centric digital solutions can address critical challenges in service delivery, efficiency,
and public trust.

The research-driven roundtable powering this brief brought together a diverse group of
Colorado Public Sector professionals, leaders in technology, digital transformation, and policy
experts. Participants ranged from directors and advisors in government agencies, experienced
consultants in digital services, and professionals specializing in healthcare, accessibility, and
urban development. This mix provided a wide array of perspectives on how digital
transformation can address government challenges and improve citizen engagement,
especially in service delivery, efficiency, and transparency. 

Key points centered on transitioning from basic e-government models to advanced, predictive
governance, drawing on case studies exemplifying how digital identity systems, consolidated
service platforms, and ethical AI frameworks can streamline citizen interactions and ensure
privacy.

The GX5 initiative emerged as a priority framework, highlighting five transformative projects:
Digital Identity, Skills Wallet, Digital Front Door, Health Wallet, and Digital Credentials. These
initiatives aim to simplify access, improve efficiency, and strengthen public engagement by
creating a cohesive digital experience for citizens that ultimately boosts productivity on a
macroeconomic scale.

To overcome barriers such as data-sharing limitations, legacy systems, and funding
constraints, participants proposed a cross-departmental data-sharing framework and pilot
programs focused on digital identity. Long-term recommendations included framing digital
projects as economic resilience investments to secure Treasury support and expanding ethical
AI use across government services.

Next steps involve GX5 pilots and developing data-sharing protocols, with future sessions
suggested on topics like predictive governance and digital transformation for climate
resilience. This approach aligns digital strategies with both immediate citizen needs and
broader government priorities.
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KEY DISCUSSION POINTS
GOVERNMENT 2.0 and 3.0
The transition from e-government (Government
2.0) to digital, citizen-centric services
(Government 3.0) and onward to anticipatory or
predictive governance (Government 4.0)
emerged as a core focus of the discussion for
Colorado Government. In particular, participants
highlighted the challenges and opportunities
involved in re-orienting government services to
be citizen-centric, leveraging modern
technologies and customer-first strategies.
Victor Dominello’s case studies from New South
Wales Government, Australia (NSW) provided a
tangible example, demonstrating how the
adoption of digital ID solutions and a
comprehensive service platform have created a
true “digital front door” for citizens. This
approach is not only convenient for users but
also fosters a sense of trust in government
processes.

INNOVATIVE IDEAS: GX5 CONCEPTS
This roundtable introduced a novel strategic
initiative called GX5 (Government Services x5),
which outlined five high-impact digital
government projects with the potential to
revolutionize public sector service delivery. The
GX5 includes Digital Identity, Skills Wallet,
Digital Front Door, Health Wallet, and Digital
Credentials, each contributing to a more
seamless citizen experience. 

Digital Identity: A federated model allowing
citizens control over personal data while
supporting privacy.

1.

Skills Wallet: A lifelong digital repository for
educational and professional credentials.

2.

Digital Front Door: A consolidated service
entry point for citizens.

3.

Health Wallet: Simplified access to
healthcare records and personal health
information.

4.

Digital Credentials: Transitioning paper-
based credentials to secure digital formats.

5.

5 DIGITAL PRODUCTIVITY INITIATIVES
International Digital Identity initiatives including
SingPass and India's Aadhaar were discussed
as a pivotal measure to drive productivity gains
whilst in a western setting giving citizens
greater control over their data while protecting
privacy through a federated trust architecture. 

Similarly, the Digital Front Door concept would
consolidate services into a single access point,
simplifying interactions for citizens and
centralizing service delivery. Each element of
GX5 offers valuable benefits in productivity and
service quality, positioning these projects as
priority areas for any jurisdiction aiming to
modernize and build services around the
citizen.

AI ASSURANCE FRAMEWORK
The need for robust frameworks to guide the
ethical and transparent use of AI in government
was highlighted as a priority in Colorado. Such
frameworks need to be able to responsibly
balance the predictive potential of AI with
necessary privacy considerations. By
establishing protocols and structures to ensure
AI applications are aligned with ethical
standards, models for public sector innovation
that builds public trust and safeguards citizen
data can be created.

SOVEREIGN RISK AS A LEVER FOR
PRODUCTIVITY INVESTMENT
A noteworthy suggestion was to position digital
transformation projects as essential
investments for managing sovereign risk and
supporting economic productivity. By framing
these initiatives as contributors to national
economic resilience, Treasury and other
financial stakeholders may be more inclined to
support long-term digital projects. This
perspective aligns with growing awareness of
the financial and operational risks posed by
outdated systems and the need for continuous
digital investment.



CHALLENGES AND INHIBITORS

The discussion also acknowledged several
persistent challenges and inhibitors that have
hindered Colorado's past digital transformation
efforts. Among these, cross-jurisdictional
alignment was raised as a critical issue, with
different state laws, data-sharing restrictions,
and unique funding structures creating barriers
to unified service delivery. Additionally, internal
resistance to data-sharing across agencies,
often due to transparency concerns or
operational siloes, has slowed digital progress. 

The group also noted funding constraints as a
significant barrier, particularly where ROI is
difficult to quantify, making Treasury approvals
for digital investments challenging.
Furthermore, outdated regulatory frameworks
and technological limitations add further
complications to adopting cutting-edge digital
solutions across government bodies, where
legacy systems and outdated infrastructure
limits innovation and service integration,
requiring significant investment to modernize.

The final concern revolved around citizen trust
and engagement, where engaging citizens in
the digital journey and building trust in new
government platforms remains a hurdle,
particularly in ensuring equitable access to
digital services.

STRATEGIES AND SOLUTIONS

In response to the identified challenges, the
session discussed multiple strategies to
enhance collaborative digital initiatives. Among
these, a collaborative approach to establishing
digital identities and front-door systems across
state agencies was proposed as an effective
entry point for a comprehensive, citizen-centric
digital infrastructure. This would allow users to
access a variety of government services
through a single digital platform, streamlining
their experience while enabling more cohesive
service delivery.

To address the issue of data-sharing and
transparency, participants suggested the
creation of a cross-departmental data-sharing
framework. Drawing on best practices from
New South Wales, this framework would involve
clearly defined data-sharing protocols, with
ethical and privacy safeguards to build inter-
agency trust and compliance. Additionally, the
group highlighted that Treasury buy-in could be
improved by aligning digital initiatives with
demonstrable productivity gains. By focusing on
data-supported outcomes, such as cost savings
and improved service efficiency, digital projects
could be positioned as cost-saving measures
that also enhance service delivery.



IMMEDIATE ACTIONS
SHORT-TERM OPPORTUNITIES
Several immediate steps were agreed upon to
initiate the next phase of digital transformation
within Colorado’s public sector. Among these,
participants proposed developing pilot projects
under the GX5 framework, beginning with a
scaled-down digital identity or health wallet
initiative to test adoption and assess
productivity gains. Concurrently, a working
group should be formed to draft a data-sharing
and privacy framework, taking into account
inter-agency responsibilities and privacy
protections. Furthermore, research into
effective funding models was proposed to
connect digital transformation projects with
measurable productivity outcomes, thus
increazing the likelihood of Treasury approval.

LONG-TERM PLANS
To achieve lasting success, the roundtable
underscored the need to position digital
transformation as integral to economic
resilience and risk management. Treasury may
view long-term investment in digital projects
more favorably if these are framed as essential
components of national economic health.
Additionally, there was broad agreement that
expanding AI assurance and ethics frameworks
across all government digital initiatives will be
critical to maintaining public trust and ensuring
the ethical use of advanced technologies. These
measures, coupled with data-sharing protocols,
will support a well-rounded, future-ready digital
ecosystem for Colorado.

ACTIONABLE OUTCOMES
CROSS-SECTOR COLLABORATION
In response to the identified challenges, the
session discussed multiple strategies to
enhance collaborative digital initiatives. Among
these, a collaborative approach to establishing
digital identities and front-door systems across
state agencies was proposed as an effective
entry point for a comprehensive, citizen-centric
digital infrastructure. This would allow users to
access a variety of government services
through a single digital platform, streamlining
their experience while enabling more cohesive
service delivery.

CROSS-AGENCY DATA FRAMEWORKS
To address the issue of data-sharing and
transparency, participants suggested the
creation of a cross-departmental data-sharing
framework. Drawing on best practices from
New South Wales, this framework would involve
clearly defined data-sharing protocols, with
ethical and privacy safeguards to build inter-
agency trust and compliance. Additionally, the
group highlighted that Treasury buy-in could be
improved by aligning digital initiatives with
demonstrable productivity gains. By focusing on
data-supported outcomes, such as cost savings
and improved service efficiency, digital projects
could be positioned as cost-saving measures
that also enhance service delivery.



CONCLUSION
KEY TAKEAWAYS
The roundtable highlighted the essential role
of cross-agency collaboration and the
importance of framing digital initiatives as
productivity-enhancing investments to gain
Treasury support. Participants stressed the
need for a comprehensive, citizen-focused
approach to digital transformation, prioritizing
projects that offer immediate public value and
long-term economic benefits.

NEXT STEPS
The formation of a task force is encouraged to
oversee the development and implementation
of frameworks inspired by GX5 methodology,
with initial pilot projects focused on digital
identity and health wallet functionalities.
Drafting of a data-sharing agreement can
commence, with the goal of building a
transparent and efficient framework that
supports ethical inter-agency cooperation.

SUGGESTIONS FOR FUTURE
DISCUSSIONS
Participants recommended future roundtables
on emerging trends in predictive governance,
including how analytics can improve service
delivery, and on leveraging digital
transformation as part of a broader climate
resilience strategy. This forward-looking
approach will ensure that digital projects not
only address current needs but also prepare
the public sector for anticipated challenges.

CASE STUDIES
NEW SOUTH WALES DIGITAL
TRANSFORMATION
As a transferable model for government
innovation, NSW has exemplified the power of
building momentum through citizen-centred
digital services. The high adoption of digital
driver’s licenses and the Service NSW app
have provided citizens with simplified,
accessible interactions across a range of
government services. By positioning these
services as productivity-enhancing
investments, NSW has successfully secured
ongoing Treasury support, demonstrating the
financial viability of digital transformation
when it is aligned with public value.

AI USE IN PUBLIC SECTOR
The NSW AI Assurance Framework served as a
case study in how public agencies can
ethically deploy AI to improve services. This
example underscored the importance of an AI
governance structure that includes strict
compliance standards and public
transparency, with privacy at its core. This
model is a relevant framework for agencies
looking to responsibly integrate AI
technologies into their services.

https://www.service.nsw.gov.au/performance-dashboard
https://www.digital.nsw.gov.au/policy/artificial-intelligence/nsw-artificial-intelligence-assessment-framework
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ABOUT THE RESEARCH INNOVATION COUNCIL
Connecting government, industry and academia: we've been able to engineer a new program antithetical to
the classical red tape, administration, and risk-aversion that impedes innovation.

Leveraging our extensive connections, we are uniting the sharpest minds from government, academia, and
industry via monthly research-driven roundtables, hosted at esteemed international centers of research.

Our program offers senior executives a unique opportunity to gather monthly for PSN-facilitated roundtable
sessions with colleagues, academics, and technologists. Together, we will discuss trends, challenges, and
opportunities in technology, innovation, and the modernisation of government services.

We run the program at no cost to government executives or academics, and provide attendees a private
online group on our global insights exchange platform, access to research briefs, and expert engagement
with PSN analysts and facilitators.


