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I’m looking forward to reading the new 

Forrester Research report Washington 

Must Work Harder to Spur Public's 

Interest in Digital Government that is 

mentioned by the Federal Times in its 

article Survey: Most Americans don't care 

about digital services. 

While I’m sure the $449 report contains a 

lot of useful information, I do hope the 

authors of the report – and the Federal 

executives that read it – keep in mind that 

(a) digital and web based channels are 

only a subset of the many ways open to 

them for interacting with the public and (b) how services are requested and delivered need to 

coordinated across both digital and non-digital channels. 

For industry customer service managers that’s pretty standard stuff. You want the same “message” (or 

service) to get to the customer regardless of whether the customer is a walk-in, a call-in, or interacting 

via a dedicated smartphone app. This implies that you have the management processes to ensure that 

all customer touch points are on the same page. 

People also have different channel preferences depending on whether they are alone or with others, are 

on the road or at home, or are seeking a quick bit of information, performing an infrequent transaction, 

or are doing serious or complex research with significant health or financial consequences. 

We also need to be clear about why we are pursuing “digital government.” Are we trying to save money 

by pushing more citizens to online self service? Are we trying to make service delivery more consistent 

across all the individuals and organizations involved? Are we starting out with easy-to-digitize “low 
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hanging fruit” types of services? Or, are we focusing on core, mission-critical citizen services with life-or-

death consequences? 

In reality, of course, much of government is already "digital." Few if any agencies or programs do not 

already employ computers and networking in some form to operate, even when the "last mile" to the 

citizen involves manual or human-delivered service. Perhaps the correct question should not be, "How 

can we provide better digital government services?" but rather, "How can we provide better 

government services through all the means at our disposal?" 
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