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El siguiente paso de la digitalización en el sector 
público. 

Empatía: Diseñar

los servicios

entendiendo lo que 

de verdad importa al 

ciudadano.

Dato y 

conocimeinto, 
balancear, 

interaccionar

proactiva o 

reactivamente

Ecosistemas: 
Entender y establecer

conexiones y 

cooperaciones con el

ecosystema
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View Document

5

Para liderar la innovación y generar cambios

positivos hay que romper silos y colaborar.

https://www.gartner.com/document/3969909?ref=doc-SummaryPPT
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View Document

6

El diseño centrado en el humano elimina barreras ( nosotros vs ellos )

Las plataformas y colaboración con partners estimulan la innovación

La reusabilidad del dato y la innovación

aumenta la efficacia y el valor

Facilitadores del proceso de innovación

https://www.gartner.com/document/3969909?ref=doc-SummaryPPT
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Tendencias en la administración pública
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2024 Planned Technology Spend for CIOs in EMEA 
Regional and Local Governments

Infographic: 2024 Planned Technology Spend for CIOs in EMEA Regional and Local Governments (gartner.com)

https://www.gartner.com/document/5062231?ref=solrResearch&refval=411428918&
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El progreso en el diseño centrado en el

ciudadano va lento

Entendiendo al ciudadano y sus necesidades

Diseñando con el ciudadano
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El ciudadano en el centro del servicio
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Que es un Super APP
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Que es un Gemelo Digital
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¿Porqué desarrollar un gemelo del ciudadano?
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¿Porqué desarrollar un gemelo del ciudadano?
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AI en el proceso de tomas de decisions. 

Ejemplo del uso proactivo del dato, 

Bélgica asesora al ciudadano de 

trabajos disponibles a su alcance. 
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¿Para que se puede usar la IA …?
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Segmentación de 
usuarios y patrones 
de consumo de los 
servicios públicos 
digitales



RESTRICTED DISTRIBUTION

17 © 2024 Gartner, Inc. and/or its affiliates. All rights reserved.

Diferentes planos de acción pública
El repertorio de acciones varía en función del 

propósito y de las capacidades.

Propósito y frecuencia
No todos los usuarios usan los servicios públicos 

digitales para lo mismo y de forma consistente a lo 

largo del tiempo. Las clasificaciones generan 

subjetividades.

LaS 

estrategiaS

digitaleS

Medios y capacidades
No todos los usuarios tienen los mismos 

medios y las mismas capacidades.

La importancia de entender y analizar los 
patrones de consumo de los servicios digitales
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Uso ocasional del servicio y altas capacidades por parte del 

usuario.

✓ Autorización ambiental unificada.

¿Y qué preocupa a cada segmento?

1
2

3
4

Posiciona el servicio para que lo encuentre, recuérdame y 

reutiliza lo que ya aporté

Posiciona el servicio para que lo encuentre, explícame 

cómo hacerlo, facilita el que lo haga y acompáñame

Proporcióname un acceso directo simplificado y permíteme 

la gestión masiva

Proporcióname un acceso directo simplificado y recuérdame 

de forma proactiva que haga lo que tenga que hacer, actúa 

de oficio si estoy en el registro de consentimiento

Uso frecuente del servicio y altas capacidades por parte del 

usuario.

✓ Subvenciones a empresas.

Uso ocasional del servicio y bajas capacidades por 

parte del usuario.

✓ Reconocimiento del grado y nivel de dependencia

Uso frecuente del servicio y bajas capacidades por parte 

del usuario.

✓ Gestión de la demanda de empleo.
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1 2

3 4

Criterios de segmentación y planos de acción 
pública

Marketing 

digital

Marketing 

digital

SEO

SEO Cuenta 

ciudadana
Cuenta 

ciudadana

DCP y 

lenguaje 

claro

DCP y 

lenguaje 

claro

Interoperabilidad

DCP y 

lenguaje 

claro

DCP y 

lenguaje 

claro

Interoperabilidad

Interoperabilidad

InteroperabilidadHechos 

vitales

Hechos 

vitales

Proactividad Proactividad

Proactividad
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Citizen Life Event Examples in Government, Germany

One-stop shop: 

Citizen life event

Once-only

Digital identity

& Consent

Legal Reforms

Bundling Services

• Birth registration

• Name registration

• Birth certificate

• Childcare 

Allowance 

(Kindergeld)

• Parental allowance 

(Elterngeld)

Digital Government in Action: 3 Practices to Transform Life Events Into Digital Civic Moments.

https://www.gartner.com/document/3969909
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Total experiences

La experiencia

total
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Total experience Case-In-Point INTRO

What is the total 

experience

La experiencia

total

CX: Proporcionar transparencia y equidad a los 

ciudadanos/constituyentes informando sobre la 

recogida de datos en el ámbito público.

EX: Permitir que el gobierno desarrolle un 

ecosistema de confianza digital probando soluciones 

de ciudades inteligentes.

UX:Diseñe una interfaz intuitiva para que sea simple, 

promueva la estandarización de la forma en que el 

gobierno se comunica y la participación activa de los 

usuarios.

MX: Crear un ecosistema de soluciones de ciudades 

inteligentes que promueva la confianza digital entre 

sus usuarios.
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Citizen Experience Improvement Examples, Spain

https://sda.aragon.es/https://portal.seg-social.gob.es/wps/portal/importass/importass/inicio

https://sda.aragon.es/
https://portal.seg-social.gob.es/wps/portal/importass/importass/inicio
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Partner 

management

Performance 

management

Asset 

management

Asset 

modeling

Portfolio 

management

Financial 

modeling

Procurement 

management

Complex 

billing

Product 

management

Supply 

management

“When we shift the conversation from one about features and 

functions to one about customers and customer outcomes, we 

deliver more useful, usable and 

desirable solutions.”

— Rebecca Chenery, Chief digital officer

Mapping the business capabilities required for the future-state 

journeys spotlights the key changes necessary to realize the 

strategy.
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Co-Design Future Employee and Customer Experiences
Watercare’s integrated future experience journey map

Partial representation

Source: Adapted from Watercare
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Total Experience is a team sport  

Objective

Expected 

Outcome

Stakeholder approvals for 

CX maturity enhancement 

obtained, :revisit channel, 

product and Citizen 

strategies 

Identify customer pain 

points and gaps in current 

CX strategy

Continuous contextualized 

experiences enabled

Monitoring and tracking 

mechanism for customer 

health metrics established

Continuous process  

improvement and focus 

on customers

Most Critical Team Members

Align Strategy Develop Plan of Action Deploy Monitor Optimize & Scale

Product owners 

Usuarios internos

IT developers

IT operations 

Ciudadanos

Data and Analytics

Partners

Touch point owners

Content managers 

Marketers

Customer services ¿Qué es la 

experience total?
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CX management framework

C

E
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CX 

Estructura

y Gestión



RESTRICTED DISTRIBUTION

29 © 2024 Gartner, Inc. and/or its affiliates. All rights reserved.

CX Management Framework

C

E
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r
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CX 

Estructura

y Gestión
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Strategy 

How to improve your CX 

strategy

Estrategia
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CX core y el dato

Estrategia
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Areas y retos a considerer….
Estrategia
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Example of customer cx pain points
Cómo

orquestrar
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Customer journey and tower control tool
Cómo

orquestrar
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Prioritization view example, Control tower
How to 

orchestrate 

CX
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Capacity view example, control tower How to 

orchestrate 

CX
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¿Cuál es el valor de la torre de control?
How to 

orchestra

te CX

How to 

orchestrate 

CX
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By 2026, machine customers will have 

their own channels and business units 

creating new revenue streams and 

growth. 

Gartner Strategic Planning Assumption: Gartner’s Top Strategic Predictions for 2024 and Beyond — Living With the Year Everything Changed

Machine Customers

https://www.gartner.com/document/4964231?ref=TypeAheadSearch
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Source: Waymo

A machine customer 

is a nonhuman 

economic actor that 

obtains goods or 

services in exchange 

for payment.
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Review

Bots

They Are Already Here 
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Billions More Are on the Way 
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From the Authors 

• This collection of emerging examples of 
machine customers comes from publicly 
available sources.

• We consider an example an emerging 
example of a machine customer if it exhibits 
two or more of the capabilities of machine 
customers and has the potential to do more 
over time.

• We also classify it as a Bound, Adaptable or 
Autonomous (see page 6)

• Use these examples to help you make the 
case to investigate what machine customers 
means for your organization.

Machine Customer 

Capability 

Search for information 

Receive messages

Request service 

Report disputes

Negotiate

Make purchases

Provide feedback 

Anticipate customer needs

Fulfilling their own needs 

Earn and spend their own 

money

Bound

1

Machine Customer

Phase 

Adaptable

2

Autonomous

3
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Machine Customers Capabilities Overview
Machine Customer Capability Description 

Search for information The machine will do the research pertaining to a request to purchase, It will query direct and indirect data 

sources pertaining to a purchase. 

Receive messages The machine will accept incoming messages from humans and other machines or systems.

Request service The machine will notify a manufacturer, retailer, government or service provider if service is needed during the 

purchase or post-purchase cycle. 

Report disputes The machine will notify a manufacturer, retailer, government or service provider if a promised good or 

contracted service is not delivered as agreed upon.

Negotiate The machine will negotiate the terms and conditions with the seller of goods or provider of services. This could 

include variables like price, delivery, warranties or other elements of a transaction. 

Make purchases The machine will purchase the goods or services from the provider using funds provided by the human owner. 

Provide feedback The machine will write reviews or provide feedback to the human customer. 

Anticipate customer needs The machine will learn the behaviors of its human owners and then proactively make suggestions or even 

purchases.

Fulfilling their own needs The machine will have its own requirements for operating – energy, repairs, parts, supplies.

Earn and spend their own money The machine will earn its own money autonomously and spend it on items like moving and repair services or 

consumables such as energy and parts. It may even pay to recycle and replace itself at end of life.  
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Port of Rotterdam 

Source: https://www.portofrotterdam.com/en/news-and-press-releases/port-rotterdam-puts-internet-things-platform-operation 

Using IoT to optimize resources 

Machine Customer 

Capability 

Search for information 

Receive messages

Request service 

Report disputes

Negotiate

Make purchases

Provide feedback 

Anticipate customer needs

Fulfilling their own needs 

Earn and spend their own 

money

Machine Customer

Phase 

Adaptable

2
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Singapore's Changi General Hospital

Source: https://www.cgh.com.sg/news/patient-care/changi-general-hospital-introduces-three-robots-to-augment-its-care-team-at-the-

emergency-department

Three robots augment its care team at the Emergency Department

Machine Customer 

Capability 

Search for information 

Receive messages

Request service 

Report disputes

Negotiate

Make purchases

Provide feedback 

Anticipate customer needs

Fulfilling their own needs 

Earn and spend their own 

money

Bound

1

Machine Customer

Phase 
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Amsterdam “Roboat”

Source https://roboat.org/ :

Autonomous on-demand robot ships 

Machine Customer 

Capability 

Search for information 

Receive messages

Request service 

Report disputes

Negotiate

Make purchases

Provide feedback 

Anticipate customer needs

Fulfilling their own needs 

Earn and spend their own 

money

Machine Customer

Phase 

Autonomous

3
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Impact Radar, CX analytics
Gen AI and CX

Gen AI use cases

How to prioritze

Gen AI and CX
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Gen AI and 

CX

Gen AI use cases

How to prioritze

Gen AI 

and CX
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CLOSING

¿Con qué nos

quedamos…?

Top challenges preventing an Improved CX
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CX in a napkin CLOSING

¿con qué nos

quedamos?
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Gartner (2023): Toward a Postdigital Government Maturity Model

1. Traditional 

E-Government

2. Efficient 

Government

https://www.gartner.com/document/4432899
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Recomendaciones

•Vincular el valor de las iniciativas de gobierno digital con las expectativas de los ciudadanos balanceando 
riesgos y costes
•Establezca KPI que reflejen los objetivos de las competencias públicas y las prioridades de la organización. 
Trabaje con los equipos de CX y de las unidades de negocio para combinar métricas individuales de 
personas, procesos y tecnología que midan el impacto de las iniciativas de CX y gobierno digital.
• Adoptar formas de trabajo ágiles.
• Automatice la recopilación de métricas de CX y adoptar tecnologías emergentes

CLOSING

¿Con qué nos

quedamos?
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Preguntas/reflexiones
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