
THE KEY INGREDIENT TO DELIVER HIGH QUALITY DIGITAL SERVICES

Governments, like the private sector, are 
under enormous pressure to deliver high 
quality digital services that meet the 
expectations of today’s digitally literate 
citizens. Digital-age government services 
must deliver citizen experiences on par 
with the likes of Google, Apple, Spotify, 
Uber and Netflix. And these experiences 
must deliver highly effective digital 
services in a cost-effective manner. 

In a rapidly changing world, citizens 
have a realistic expectation that modern 

digitally enabled government agencies 
have the capacity to deliver tailored and 
personalised services that meet their 
requirements. This can pose a significant 
challenge for these government agencies 
who may need to navigate interrelated 
complex legacy policies, numerous IT 
systems, dated processes and limited 
capability or capacity. 

Consider the typical way that a policy 
change is implemented. It is easy to see 
how the process can hinder government’s 

ability to be nimble. The current process 
can result in sub optimal outcomes, take 
significantly longer and cost more than it 
should. In addition, due to aging analytical 
capabilities, it can be difficult to predict 
outcomes. Consequently, decision makers 
may have little confidence in outcomes 
that can include delivery times, cost 
associated to make the change, and most 
importantly, low confidence concerning 
the actual policy change results. 

“We cannot solve our 
problems with the same 
thinking we used when 
we created them”
- Albert Einstein

To address this challenge, it’s very 
relevant to consider a new concept 

Policy Agility
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Re-imagine Policy Agility with Infosys 
Similar to Business Agility, Policy Agility aims to rapidly deliver efficient, cost-effective 
services in a challenging always-changing environment. Policy Agility differs from other 
forms of business agility in that it considers the unique context of Government policy 
making and the reality of many Government agencies responsible for implementing 
policy to deliver citizen and human services. 

Policy Agility is an inspirational vision. To simplify, Policy Agility is basically executing 
legislated changes to policy with agility. This encompasses three key aspects. First is the 
speed to execution of the change itself within the underlying processes and systems. 
Second is the iterative impact assessment and operationalisation of the policy changes 
through the policy’s lifecycle management and third is creating execution predictability of 
changes for the citizens, eventually creating trust.

Infosys has advised and are helping governments transform their way of working and 
adopting a collaborative approach across stakeholder groups (policy makers, agencies, 
departments, and IT delivery). Adopting some traits of the start-ups we aspire to be, 
Government policy could be designed, planned, estimated and delivered in smaller 
increments that is more relevant for the citizens and show value or output quickly. To 
make it a reality, a new and advanced instrument must be created. It needs creation of a 
hub of sorts that brings simplified technology capabilities to support policy enablement, 
lean principles and new ways of working to drive collaboration and the right governance 
to execute on the changes. One such enabler is a single collaborative work environment 
like a central policy hub as an enabler to policy agility bringing together multi-disciplinary 
skills and capabilities.

This concept of a centralised hub is a truly transformational mechanism that will enable 
driving predictability and eventually trust with the citizens. It is a collaboration instrument 
aimed at facilitating co-design activities for policy operationalisation. This centralised 
hub is as much about culture as well as technology enablement. It is underpinned 
by a modern technology solution that uses low/no code, abstract language to help a 
multi-disciplinary team coming together to emulate a known purpose and outcome 
– e.g. Ministerial directive for a welfare threshold change; or Test and Learn/explore 
policy change scenarios (maybe working with productivity councils) to model the 
expected output or impact on constituency segments; and/or Understanding the social 
consequences for the nation given social benefit models.

Using this hub construct, the multi-disciplinary team working together can solve this 
problem in hours, days or weeks. From a technology point of view, modern platforms are 
configured not coded, allowing the policy teams collaborating on simulation and analysis 
to test policy changes and ideas with high confidence before delivery to the citizen.
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Infosys is a global leader in next-
generation digital services and 
consulting. 

Infosys Australia and New Zealand 
has over 60 large enterprise and 
public sector clients and over 
5,500 local staff. The business has 
experienced strong and consistent 
growth in revenue since its inception 
in 1999. 

Infosys is spread across Auckland, 
Wellington, Sydney, Melbourne, 
Docklands (VIC), Parramatta (NSW), 
Brisbane, Canberra, Perth and a 
Living Lab in Melbourne. 

Infosys helps federal and state 
government organizations renew 
existing systems and build new 
capabilities to become more 
connected, smart and agile 
enterprise to evolve them into live 
enterprise – enterprises operating 
like a living, breathing organism. 
Across Australia and New Zealand, 
Infosys helps public sector clients to 
create their next by enhancing their 
core IT systems with AI, empowering 
the business to be agile and digital 
at scale. While at the same time 
helping to deliver unprecedented 
levels of performance and build an 
always-on learning culture. With 
a focus on helping Public service 
organisations build a culture of 
innovation while improving agility 
and flexibility of processes to help 
accelerate the digitisation  
of Australia.
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