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How can digital government connect citizens without leaving the disconnected 
behind? 

Without a deeper understanding of people’s relationships with 
technology, governments risk disconnecting as many citizens as they 
connect.

• There is a broad appetite among citizens for more digitally enabled public 
services and many want to have more of a say in how they should be 
delivered.

• But a large minority of citizens lack the skills or means to access digital 
services.

• The challenge for government is to harness data and technology to 
become more efficient and effective, without disadvantaged groups being 
left further behind. 

Key findings for the UK 

• UK citizens want to be more engaged with public service decision-making; 
76% are keen to participate in local democracy through online voting.

• Governments must tailor communication to interact effectively with two 
distinct types of citizens: the digital-savvy, who expect 24/7 seamless 
services and the people in danger of being left behind. 71% of UK 
respondents agree that we need modern technology to solve future 
problems. 

• Almost a third of respondents fear that technology will lead to social 
inequality, hence government should enable equal access for all groups.

• Governments must also understand individual needs and consider that 
satisfaction is higher when digital delivery involves some human 
interaction.

• Although satisfaction with UK public services is generally high, trust in 
both national and local government is relatively low.

Analysis of the survey data has enabled us to define seven 
distinct citizen personas:

1. Diligent Strivers

2. Capable Achievers

3. Privacy Defenders

4. Aspirational Technophiles

5. Tech Skeptics

6. Struggling Providers

7. Passive Outsiders. 

Each group interacts differently with technology and digital 
services, and each holds different lessons for how government 
can embrace the opportunity to better engage with citizens. We 
then recommend four priority areas for governments: agile and 
innovative policymaking, inclusive digitalisation, responsible use 
of data, and public participation and engagement.

For more information no each persona, please see the full 
article. 

The full article can be accessed here:  How can digital government connect 

citizens without leaving the disconnected behind? 

https://www.ey.com/en_uk/government-public-sector/how-can-digital-government-connect-citizens-without-leaving-the-disconnected-behind
https://www.ey.com/en_uk/government-public-sector/how-can-digital-government-connect-citizens-without-leaving-the-disconnected-behind
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Why effective collaboration demands tech, inclusion and diversity

The COVID-19 pandemic forced a pivot to new ways of working. 
Enabling tech and data were key but people’s willingness to change was 
critical.

• Tech can create a better future, but not on its own.

• Diversity and inclusion in decision-making isn’t just the right thing to do,
but drives greater success.

• Investing further back into the talent supply chain as well as current talent
can help companies drive diversity and inclusion.

Tech can create a better future – but not tech alone

From a technology standpoint, we are seeing a continued focus on intelligent 
automation and emerging technologies such as artificial intelligence (AI), 
blockchain, and more. But we are also seeing a positive shift in thinking 
around how organisations engage and motivate their workforce, how they 
nurture innovation and how they look after people’s mental health.

• When diverse talent is involved in the design of technological solutions, we
get to better solutions faster.

• Diversity of thought minimises the risk that we design bias into solutions,
which is especially critical in AI-driven systems.

• The ability to draw on different perspectives enables leaders to consider
different approaches and arrive at the best possible answers.

The imperative to build-in diversity and inclusion comes from both a desire to 
do the right thing but also a desire to succeed. For example, EY is working 
with a public services organisation in Europe to help them deliver inclusive 
leadership training in the context of future ways of working. This company 
recognises that putting people at the heart of the business isn’t just the right 
thing to do, but a smart business strategy that ultimately leads to the best 
approaches for the business and its customers.

Driving diversity and inclusion in tech

So, how can organisations balance their ability to focus on 
technology, diversity and inclusion? They must actively seek out 
diverse talent, widening their scope to include those who think 
differently, or those who may not have gained STEM 
qualifications from established tech epicentre and/or from high-
profile universities. 

They can also work harder to recruit more women by raising the 
status of women technologists and promoting women role 
models. Organisations can go further by providing all people 
with the incentives and opportunities they need to develop new 
expertise, learn new technologies and repurpose their time in 
value-accretive ways.

There is a real opportunity to make changes that serve both the 
needs of business and society. True inclusiveness means giving 
everyone the opportunity to participate fully in the digital 
ecosystem. And this can help all of us take strides toward 
building a better working world.

The full article can be accessed here:  Why effective collaboration demands 

tech, inclusion and diversity 

https://www.ey.com/en_uk/consulting/why-effective-collaboration-demands-tech-inclusion-and-diversity
https://www.ey.com/en_uk/consulting/why-effective-collaboration-demands-tech-inclusion-and-diversity
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How can workers find their place in the green economy?

The push toward a fossil-free and just and fair transition will shape a 
new era of economic growth and a new jobs landscape.

• Green climate action will have a long-term positive impact on global
growth, as governments deliver on their commitments.

• Total employment will increase, but regions that are most dependent on
the fossil fuel sector will take longer to see the benefits of an uptick in 
green jobs.

• Government need to make investments, prepare for a new employment
ecosystem and provide training through capacity building and greater 
collaboration.

Governments must be poised to take a proactive role in ensuring a just green 
transition and a new era of jobs and growth. The importance of green jobs will 
increase, not only as a component of labour input, but also as a crucial factor 
for accomplishing the green transition process. This isn’t just about what jobs 
will disappear and which will be created. There are more fundamental issues 
at play. The future sustainability of the labour market will be crucial to 
delivering a just transition for all of society. In a dynamic framework where 
time is a critical variable, any shortages of human capital will delay the green 
transition process.

The job market already is being transformed from the bottom up: 65% of 
employees are more likely to work for companies with environmental 
policies in line with their own values. Similarly, two-thirds of workers are 
expressing a desire to learn green skills to become more valuable in the 
workplace of the future.

The great decoupling of emissions and growth

As global governments commit to a phased transition away from fossil fuels 
into renewable energy, they will need to understand how this new era will 
shape economic growth, how it will differ from the fossil-fuel age and how 
they can develop policies and plans to fully support and harness new power 
sources for the betterment of all.

What governments can do to prepare for the green jobs 
transition

As economies of scale in the energy, manufacturing and 
construction sectors begin to favour green products and 
solutions, the pace will quicken even more rapidly. Government 
and business must ask: how can we best prepare now for the 
change we know is coming? 

A two-step overarching strategy is needed:

1. The first step is to adopt a multi-stakeholder approach  - one
that brings governments, the business community and key
third-party stakeholders, including academia, schools and
trade associations, together to reshape the employment
landscape.

2. Second, that multistakeholder approach can create a new
ecosystem where the demand for green jobs will come from
and new talent can emerge.

The challenges governments will face will only increase as our 
climate crisis intensifies. The required shift to a green economy 
involves more than just creating and replacing jobs; it requires a 
fundamental restructuring of the labour market to ensure a 
sustainable and equitable transition. 

The full article can be accessed here:  How can workers find their place in the 

green economy? 

https://www.ey.com/en_uk/government-public-sector/how-can-workers-find-their-place-in-the-green-economy
https://www.ey.com/en_uk/government-public-sector/how-can-workers-find-their-place-in-the-green-economy
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