
13 Reasons Government Needs
Digital Workflow Automation
Discover a dozen imperative ways WFA evolves how public
sector agencies and organizations can serve their communities.



Overview: The very first step

A critical first step for govern-

ments at every level, providing 

a foundation for digital 

transformations.

“A journey of a thousand miles begins with a single step,” the old Chinese proverb reminds us, 

and that journey is about to begin for governments in the U.S. and the world over. It’s the 

journey toward digital transfor- mation, toward the interconnected “smart city” of tomorrow.

The pressure to take that first step is enormous. The citizenries that governments serve are 

increasingly digital and interconnected, and their expectations have evolved, too. They’re 

con-ditioned to expect connection, communication and engagement in all things, and that 

includes public services and governance.

Implementing workflow automation, specifically state-of-the-art workflow automation that 

leverages all the advantages of Software-as-a-Service (SaaS) deployment, can be that critical 

first step for governments at every level. Providing a strong foundation for more complete 

digital transfor-mation of departments and services as time goes on.

What are the reasons to adopt SaaS workflow automation for government? They’re plentiful, 

and varied. Yet even if an organization never took another step toward complete digital trans-

formation, the 12 reasons we’ll walk through provide a rich rationale for taking advantage of 

everything workflow automation can deliver – right now.
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1 To accelerate workflows & efficiency
McKinsey estimates that “45 percent of work activities could be automated using already 

demonstrated technology,” a figure that certainly applies to the repetitive or long-chain 

processes found in government. 

Simply by integrating Software-as-a-Service (SaaS)  form and document management and 

workflow automation software into their existing departments, the public sector can automate 

manmanually-intensive processes. This eliminates error, exposures and bottlenecks caused by 

obsolete workflows, along with the costs implicit in those old-fashioned approaches.

For example? 

 • A request is made for government documents related to a legal case or as part of a  

   Freedom Of Information Act filing. 

 • The responding official can input a request, assign a case number, then have the request  

  routed to the appropriate offices where further approvals are needed. 

 • The documents themselves are securely stored in a centralized archive, retrievable for  

  printing andredaction (if needed) after the right approvals have been obtained. 

 • Handling and routing are managed by the automation platform, as well as error-prone  

  tasks like batching, splitting, filing and indexing.

45% of work activities could be 

automated using demonstrated 

technology.
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2 To improve productivity
The power of Cloud-based solutions such as workflow automation platforms to improve pro-

ductivity and performance isn’t in doubt when it comes to the public sector. Government IT 

leaders already understand that fact.

In 2017, the Center for Digital Government (CDG) surveyed over 100 state and local govern-

ment IT decision- makers to assess public sector Cloud-based technology adoption.

 • 66% of respondents saw Cloud-based technologies, like SaaS workflow automation, as a  

  means to increase workforce efficiency. 

 • To be specific, 61% saw the number one benefit they were seeing from Cloud-based tools  

  as their ability to provide c’onvenient access to data and resources for remote employees. 

Pointedly, document management tools were seen by 78% of them as being one of the tools 

with the most potential for improving productivity.

78% of government IT leads see 

SaaS document management as 

a tool for improved productivity.
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3 To expedite Time-To-Value
Government organizations have, naturally, a different notion of Return On Investment (ROI) 

than the private sector. But realizing benefits from any investment in digital transformation is 

still a principal concern, since it’s the taxpayers’ money they’re putting to work – and taxpayers 

and watchdog groups are more vigilant than ever about how that money is being spent. 

Time-To-Value, or T2V, is a measurement of how quickly a platform or software product delivers 

value to the organization and its constituents. The faster a platform can provide that value, the 

better, whether it’s in the form of improved tax or license revenues, improvements in service 

delivery, constituent engagement or other metrics.

A modern, best-in-class workflow automation platform built using a Software-as-a-Service 

configuration can promise fairly brisk T2V. How?

 • By eliminating infrastructure and IT expenditures, since it should be able to run on current  

  or easily-obtainable hardware and platforms, including mobile devices.

 • By integrating nondisruptively with legacy systems and third-party software products via  

  API or connectors.

 • By being simple to deploy across an organization, with very short, swift and smooth   

  learning curves for employees.

 • By very quickly launching cost-saving workflows.

 • By allowing design and deployment of user-friendly online forms for constituents to   

  access 24/7.

 • By promoting greater collaboration, both within a department or across departmental lines.

 • By cutting the costs associated with errors and delays, improving performances and   

  logistics across the entire department or agency.

The faster a platform can provide 

value, the better, whatever the 

form that value takes.
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20% of government revenues 

globally go missing each year.

To capture lost revenue  
& prevent waste 

If governments are being tasked to do more with less, it’s critical they reduce their “leakage” 

from lost revenues and mislain payments.  McKinsey suggested, in their 2014 analysis Public-

Sector Digitization: The Trillion-Dollar Challenge, that no less than approximately 20% of govern- 

ment revenues globally go missing each year, either in dollars owed but never collected, or in 

outbound payments that go astray. 

Direct tax leakage – the  underreporting and underpayment of taxes by individuals and busi- 

nesses, and taxes lost due to “informal” activities like under-the-table or cash transactions 

– causes a “tax gap” around 5 to 15% of tax revenue in developed nations and is far worse in 

undeveloped ones, amounting to as much as 60%. 

In terms of erroneous outbound payments, the U.S. Government Accountability Office estimated 

the federal government lost $144 billion in 2016 alone due to improper payments, or 4.6% of  

all government outlays. 

McKinsey’s analysis went on to say that capturing the full potential of govern¬ment digitization 

could free up to $1 trillion annually in economic value worldwide through improved cost and 

operational performance.

Workflow automation can be a major contributor to that effort by reducing or altogether elimi- 

nating human error, organizational bottlenecks and misroutings that contribute to lost revenue 

or waste. 

4
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The costs associated with rip-and-

replace can be enormous.

5 To preserve legacy systems
Contrary to what one might expect, a benefit of adopting a state-of-the-art workflow automation 

solution is that it can actually extend the life of legacy software systems.

The costs associated with rip-and-replace implementation of new software platforms can be 

enormous, and many governments aren’t prepared to face them. Moreover, those kinds of 

changeovers can cause painful disruptions in the services their communities rely upon.

Compliance demands or business models may change, but there’s rarely a good enough reason 

to make a wholesale revamp that impacts the whole operation and compromises services. 

Technology leads in government are therefore turning to SaaS solutions, such as Cloud-based 

workflow automation platforms, that deliver seamless integration with legacy platforms 

through APIs and connectors.

 A workflow automation platform that’s connected to a legacy database management product, 

for instance,  will allow processes to be expedited and services delivery accelerated, while 

keeping that d-base current in recording how and when services are being rendered to 

individual constituents. 
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6 To boost data security
Protecting the personal data of constituents is more important than ever, yet breaches still 

happen, usually owing to human error and outdated systems.

According to the 2017 Data Threat Report from systems security specialist Thales e-Security 

and 451 Research, federal agencies face threats caused by legacy systems, spending and 

staffing issues. 

65% had experienced a breach at some point in the past, with 34% having had one in the year 

prior to the report. 96% considered themselves vulnerable, with 48% saying they were “very” or 

“extremely” vulnerable. This was the highest level of vulnerability reported by any sector, public 

or private, in the report.

Up-to-date workflow automation platforms can help curtail these dangers. How? First, they 

eliminate paper- based processes where constituent data can easily be exposed, stolen or lost 

the “old-fashioned” way. More- over, a quality WFA platform, even when hosted in the Cloud, 

should stringently maintain constant third party oversight and audits, and follow the most 

up-to-date encryption and security protocols.

65% of federal agencies have had  

a data breach at some point.
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7 To optimize processes & cut costs
According to an IDC study of over 1,500 document-driven process owners and information 

workers, reducing all the document-related issues in their constituent-facing processes could 

reduce their overall costs by 9%.

A big chunk of that would arise from being spared from answering phone calls or replying to 

emails, costly and time-consuming tasks that now can be handled through workflow auto- 

mation software capable of launching self-service online forms and web portals.

Automating the most repetitive and laborious processes removes human wage-hours (and 

errors) from those workflows, resulting in potentially huge savings in time and cost. Here’s how 

that can work in practice:

  • Using online self-service forms and documents, available 24/7, a Business License   

  applicant can review zoning, fees and other pertinent information before submitting an  

  applicationusing self-service online forms.

 • The forms are designed to interactively guide users in submitting complete, error-free  

  applications.

 • Each submission is automatically routed for proper review by a Licensing Office.

 • Deadlines and automated notifications embedded in the workflow drive participant action.

 • The Licensing Office determines inspection requirements (if any) and can submit inspec-  

  tion requests, which can trigger associated workflows involving building, electrical and  

  plumbing inspection personnel.

Automation accelerates a  

process while cutting manual 

processing and compliance costs.
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 • Once an application is approved, notifications can be automatically sent to the applicant.  

  If not approved, applicant can receive notification and guidance on required next steps for  

  re-application.

 • Approvals can trigger notifications or workflows involving other departments, such as  

  Tax Assessors, etc.

The benefits? Automation has accelerated the process while removing any need for manual pro- 

cessing, which cuts costs. Errors are reduced, also delivering savings, while all best practices 

and compliance rules are embedded in the process, which also slashes compliance costs. 
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Workflow automation can remove 

the costs of ensuring compliance 

using manual, hands-on processes.

8 To ensure reliable compliance
Open government legislation and regulation are a fact of life in nearly all American communities, 

so complying with those is fundamental. The federal Data Act of 2017 is one example of this 

effort to drive transparency and compliance.

Government agencies at nearly every level face federal, state or local mandates about trans-

parency and accessibility, and workflow automation helps expedite compliance with those 

demands.

Compliance can become cluttered and costly, especially if public sector requests require senior 

staffers, not just subordinates, to bury themselves in the knotty business of making sure 

compliance standards are being met at every step of a process. The costs of compliance can 

be draining, too, especially when an agency or department is trying to maintain compliance 

using outdated processes.

Automating a workflow can take many of those costs and distractions off the table, as well as 

the errors that crop up in spite of everyone’s best efforts. Since best practices and compliance 

rules can be embedded in standardized workflows, there’s no opportunity for error or malfeas-

ance, while visibility can be maximized. Plus, automation can remove many of the costs 

involved with ensuring compliance using manual, hands-on processes.

An added benefit for government compliance officers, though? It’s the fact that best-of-breed 

workflow automation platforms automatically archive all workflows and associates assets, 

such as emails, documents, etc., for easy retrieval and auditing at any time.
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In an era of increasing cynicism and doubt about the effectiveness and accountability of govern- 

ment (especially in Washington), it’s vital for government at all levels to improve performance 

in delivering services and responding to constituent expectations.

Gallup’s 2016 annual poll of people’s trust in government found Americans’ trust in their political 

leaders and in the American people themselves to make political decisions has been in steady 

decline. The percentages trusting the American people (56%) and political leaders (42%) were 

down roughly 20 percentage points since 2004, new lows in the survey’s history.

To enhance services  
and responsiveness

Americans’ trust in government is at 

a 20-year-low, according to Gallup.

Trust in Political Leaders and in the American People
% Great deal / Fair amount of trust

American People                    Political Leaders

Source: GALLUP
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Some of the specific ways workflow automation helps maintain or even restore public trust in 

the public sector?

 • Through immediacy of service, thanks to self-service capabilities: constituents/users can  

  find information or fill out forms via a secure website, rather than calling an office or send- 

  ing an email. 

 • Better service, since forms, walkthroughs, infographics, diagrams and other material can  

  be made available that are more effective at communicating information than conversa- 

  tions with workers. 

 • 24/7 availability, since access can now be available around the clock. 

 • Scalabilty since the automation platform can address any number of requests or queries  

  at any time, from a few to thousands. Peak loads at tax time, for instance, can often swamp  

  traditional channels such as telephone lines or in-office operations. 

 • Actionable insights about users can be gathered through automated systems, then lever- 

  aged to deliver more accurate and relevant delivery of public services.
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Constituents who had a good first 

experience with the request portal 

were 54% more likely to submit a 

second request.

10 To improve constituent engagement
One of the results of improved responsiveness to constituent concerns is a higher level of sub- 

sequent engagement by those constituents. Workflow automation can be a potent tool in 

building that relationship. 

This was proven by a World Bank study of citizens’ interactions with a UK self-service request 

portal, FixMyStreet.com, where they could report road or street maintenance issues. 

Whenever constituents had a successful first experience with FixMyStreet, such as reporting a 

pothole and seeing it repaired, their likelihood of submitting a second item shot up 54%. 

Users’ positive initial experiences with this online portal were found to predictably encourage a 

more active and engaged citizenry. And the more engagement that’s created, the more data 

that’s gathered, making subsequent responses more precise and efficient.
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To improve staff  
morale & performance

Workflow automation, by removing what we call the “pain of the mundane,” helps improve the 

morale of government employees and of their workplace culture. That pays off on several levels:

 • Better constituent service, as workers aren’t burdened with the repetitive and draining tasks  

  that can make them less responsive and drive down enthusiasm for their jobs.

 • Improved employee retention thanks to the minimization of the mundane, allowing   

  workers to focus on more important or rewarding tasks.

 • More attractive job opportunities, giving agencies a leg up in recruitment of good potential  

  employees; especially if they’re younger, these candidates want to work in tech-savvy  

  environments with empowering workplace cultures.

Removing the “pain of the mundane” 

can improve the morale of govern- 

ment employees.

11
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90% of public sector agencies said 

workforce issues are a challenge 

to digital transformation.

To instill a digital mindset  
within government

A 2015 report, The Journey to Government’s Digital Transformation, published, by Deloitte 

University Press, pointed to a lack of digital workforce skills represents a major obstacle to 

digital transformation in the public sector:

 •  90% of respondents said that workforce issues are a challenging area to manage in their  

  agency’s digital transformation.

 •  Just 34% said their organization has sufficient skills to execute its digital strategy. 

 •  Only 33% felt their organization provided the right resources or opportunities to obtain the  

  digital skills needed.

By implementing an SaaS workflow automation platform which is designed to be user-friendly, 

easy to deploy and simple to use by leveraging drag-and-drop workflow and form design inter- 

faces and other quick-to-learn features, government agencies and departments make digital 

platform adoption nearly painless. These platforms also eliminate or minimize the need for IT 

involvement, or for coding skills. 

This removes a significant barrier to digital transformation: the fear of new technology as being 

too esoteric or complex for everyday employees to operate. This helps shift the culture of 

government away from fear and hesitation toward a willingness to welcome innovation and 

newfound efficiency.

12
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75% of government officials say 

digital technologies are already 

disrupting the public sector.

To keep pace with  
digital transformation

Last, but far from least? For many in the public sector, installing SaaS workflow automation or 

other Cloud- based digital platforms is becoming a matter of just keeping pace with the tech- 

nological culture around them. As constituents and the private sector wholly embrace digital 

transformation, governments need to keep up...or else.

The Deloitte University report mentioned earlier, The Journey to Government’s Digital Transfor-

mation, found that 75% of respondents from various government and public service entities 

around the globe said digital technologies were disrupting the public sector. 96% of them 

characterized the impact this was having on their organization as “significant.”

Constituents are already well-aware of the impact and benefits of digital transformation. They’re 

the ones driving it in all walks of life, and their demand for personalization, transparency and 

immediate engagement has already disrupted entire industries, from bookselling to retail to 

enter- tainment, healthcare, finance and beyond.

For government to keep pace and lay the groundwork for the responsive and interactive “Smart 

City” of the very near future, implementing workflow automation is imperative. It’s a cornerstone 

technology of that digitally-transformed tomorrow, and the backbone of how public sector 

professionals will be able to deliver smarter, faster and more valuable services to their 

communities.
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About SimpliGov

At SimpliGov, we free your workplace from the “pain of the mundane” by providing workflow auto- 

mation solutions that liberate people from outmoded, repetitive, error-prone manual workflows, 

so they can focus on being truly productive and engaged with delivering better public service.

Our government customers testify about how the SimpliGov’s workflow automation solutions 

have transformed their workflows and processes so they’re faster, more efficient and error-free. 

SimpliGov provides you with easy-to-use drag-and-drop form and process-building tools, seam- 

less API integration with other systems, customization to your exact needs, and the help of the 

most collaborative support team imaginable.

By using SimpliGov, you wind up with smarter workflows, centralized control of your optimized 

public service processes, and immediate ROI.

CONTACT US

info@simpligov.com  888-601-0490

www.simpligov.com
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