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Overview

A group of government  execut ives 
represent ing mult iple state and 
local jurisdict ions met  for an expert  
exchange to discuss st rategic 
technology challenges and 
priorit ies as they close out  20 25 
and look ahead to 20 26 .
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- Execut ives shared successful 
st rategies for ensuring the cont inuity 
and longevity of technology programs 
w hen facing impending polit ical shif ts 
and resource const raints, focusing on 
embedding services deeply and 
securing mult i-year funding. 

- Execut ives facing conf irmed 
administ rat ion changes priorit ize 
establishing funding st ructures that  
extend beyond the t ransit ion date, 
seeking to codify program support  
into hard policy or legislat ion to shield 
init iat ives from potent ial budget  cuts.

- One leader noted that  embedding 
programs deeply w ithin essent ial 
organizat ional processes makes them 
?st icky? and dif f icult  to remove, w hich 
is crit ical w hen budgets are t ight  and 
administ rat ions look for cent ralized 
services to cut  or redist ribute.

- W hen preparing for new  
administ rat ions, leaders emphasized 
the importance of telling a data-driven 
story, using solid performance metrics 
to immediately demonstrate a 
program's value w hen off icials ask 
w hich services to reduce or expand.

?W e are t rying to get  our 
programs embedded in w ays 
that  they just  can?t  be 
removed, priorit izing 
anything w e see that  is st icky 
because that  is the only w ay 
that  programs survive w hen 
budgets are t ight .? 

 ?  Government  CIO Expert  
Exchange Part ic ipant

- Part icipants described diverging 
experiences regarding f inancial 
autonomy: some jurisdict ions 
experienced a loss of purchasing 
f lexibility and delays (up to nine 
months) in spending funds already 
allocated, w hile another agency 
reported gaining increased budget  
autonomy for individual internal 
organizat ions.
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- The exchange clarif ied that  internal 
organizat ional processes, rather than 
capacity issues, commonly cause 
signif icant  delays in contracts and 
technology adopt ion, highlight ing the 
need for extensive upfront  planning 
and effect ive communicat ion to 
achieve t rue ?agility.?

- One execut ive stated that  slow ing 
dow n government  init iat ives of ten 
occurs w hen someone references an 
exist ing policy or process, requiring an 
ent ire new  cycle of review  or approval, 
creat ing a deep nest ing of process 
hurdles. This contrasts w ith the private 
sector, w here delays of ten result  f rom 
conversat ional challenges.

-  One part icipant  detailed the necessity 
of tw o years of init ial legw ork and 
scoping conversat ions before publicly 
surfacing a contract , allow ing them to 
w ait  for the opt imal execut ive sponsor 
and legislat ive t iming, giving the 
appearance of a very fast , or agile, 
deployment .

?There is so much legw ork 
that  goes in ahead of t ime 
before you even really 
surface these things at  a high 
level; preparat ion is w here 
the magic comes in.?

 ?  Government  CIO Expert  
Exchange Part ic ipant

- One leader successfully countered 
internal gatekeeping and t ime delays 
by adopt ing a risk-based approach, 
w hich w as effect ive in just ifying the 
?w hy? of technological innovat ion to 
non-technical stakeholders involved 
in budget  and contracts.

- Part icipants agreed that  projects 
mandated by board or statutory 
requirements tend to accelerate 
rapidly, suggest ing that  w hen the 
polit ical w ill is aligned, the process 
problems causing common delays 
seem to magically disappear.
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- Execut ives detailed ongoing w ork to 
modernize cit izen interact ions by 
building comprehensive mobile 
channels, integrat ing digital ident ity 
verif icat ion, and extending ident ity 
benef its to niche use cases like 
disabled parking credent ials.

- Several jurisdict ions are moving past  
standalone applicat ions to build 
single, comprehensive mobile 
channels that  provide users w ith 
personalized informat ion, such as 
vehicle status or license expirat ion 
alerts, even though usage volume 
may be low  given that  cit izens 
interact  w ith the agencies only every 
few  years.

- One agency has made substant ial 
progress using ident ity w allets (nat ive 
and via major mobile operat ing 
systems) to enable frict ionless remote 
ident ity verif icat ion for online 
t ransact ions, leveraging their exist ing 
photo records to ensure authent icity.

- A department  is exploring providing 
digital versions of documents like 
vehicle t it les and disabled parking 
placards through the mobile w allet ; 
how ever, part icipants debated 
w hether high-value items like t it les 
should be permanent ly stored on the 
device or rest ricted to temporary, 
view -only authent icat ion.

?W e have the system of 
record there, so w e take 
advantage of that  now  to do 
ident it y verif icat ion and 
create f rict ionless journeys.?

 ?  Government  CIO Expert  
Exchange Part ic ipant

- Leaders acknow ledged the need to 
address digital inclusion for clients, 
such as elderly cit izens, w ho may not  
ow n smartphones; they af f irmed that  
mobile engagement  w ould remain an 
opt ion, ensuring physical placards and 
t radit ional services remain available.

- To combat  f raud, one agency has 
added a QR code and online 
verif icat ion metadata to permanent  
credent ials, enabling parking 
enforcement  to verify authent icity 
digitally and remotely revoke the 
credent ial status, even w hen off icials 
are conduct ing checks in an off line 
environment .
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- Discussions conf irmed that  agent ic AI 
is a crit ical focus for 20 26 , centering 
on three main areas of applicat ion: 
customer contact  centers, back-off ice 
operat ions, and the softw are 
development  life cycle, w hile 
emphasizing the need for robust  risk 
governance.

- In customer contact  centers, agent ic 
AI solut ions move beyond simple 
chatbots by having secure access to 
customer records via applicat ion 
programming interfaces (APIs) to 
provide specif ic, personalized 
fulf illment  (like  start ing a form or 
checking a driver's license status), 
though this requires customer 
authent icat ion.

- The deployment  of agents in 
back-off ice operat ions focuses on      
?lightw eight  decisions and act ions,? 
such as automat ically managing 
helpdesk t ickets for thousands of 
employees or facilitat ing passw ord 
resets, w hile act ively limit ing high- risk 
act ions like automat ically restart ing 
servers unt il greater certainty is 
achieved.

- Execut ives are exploring future 
integrat ion into the softw are 
development  life cycle, w here agents 
could evaluate requirements, generate 
tests for ident if ied gaps, and 
potent ially self-fuel and execute 
automat ion scripts w rit ten  w ith 
various tools.

?Generat ive art if ic ial 
intelligence (AI) w ould 
generate the responses and 
the answ ers, but  the agents 
are going to act  on that  
informat ion.?

 ?  Government  CIO Expert  
Exchange Part ic ipant

- Leaders st ressed that  st rategic 
implementat ion must  priorit ize 
high- level governance framew orks 
that  evaluate the risk prof ile of 
specif ic act ions and the data sets 
being ut ilized; this is necessary to 
determine the appropriate f irew alls 
and gat ing mechanisms around large 
data sets, part icularly those 
containing sensit ive personal data.

Access Kyndryl?s 9 0 -day agent ic AI 
roadmap for government

Learn more
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