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Today, Citizen as Digital Customers are Super Demanding
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• Real Time: The citizen can progress their journey at any time,  

anywhere, with responses and updates in real time and 

personalized.

• On Demand: The citizen can initiate/join/re-join/comment on the 

experience anytime/anywhere/anyplace and tailored in 

customizing their experiences.

• All Online: The citizen is able to accomplish all activities and 

transactions associated with the journey online. 

• Do-It-Yourself: The citizen is provided with the capability, and 

has the choice, to complete any activities and transactions.

• Social: The citizen journey is tightly integrated with digital social 

media.
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Key Design Principle in Driving Successful Digital Transformation
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Citizen-led

Insights-driven

Responsiveness

Connected

Connected: 
Orchestrate internal 
processes, operations 
and ecosystems 

Insights-driven: 
Harness data to drive 
strategic advantage

Responsiveness: 
Rapidly respond to  
changing citizen 

expectations

Citizen-led: Make 
citizen obsession an 
everyday competency

Digital 

Transformation

Inside-In

Inside-Out

Outside-In

Outside-Out

Inside-In Inside-Out

Outside-In

Outside-Out

Citizen Journey Map;
Business Architecture

AI, ML, BDA;
Information Architecture

Business Architecture; 
Software Architecture

Business Architecture;
Infrastructure Architecture
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Citizen Experience Without Digital EA – Wrong View
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Customer Journey Map Video – Mapping Persona is Key
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Customer Journey Map (CJM) – An Example in Retail Store
Title

6



www.atdsolution.com  

The FIVE Building Blocks of Citizen Journey Mapping  (Life-Event)
TitleTitle
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Example of Online Book Store – Customer Journey Map
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Title

Browsing for Book(s) Select and Purchase Book(s) Deliveries
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Example of Service Design (96) Touchpoints – Various Departments
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Title

Various 

Internal  

Departments’ 

Collaboration

Various 

Touchpoints

Various 

Customer 

Journey 

Steps
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Modelling Life-Event Mapping With Enterprise Architecture Gaps Example
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Heatmapping For Enterprise Architecture Gaps Analysis - Example
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Title

Use different colors to indicate availability (Heatmapping) 

Available Partially Available Not Available

Business Architecture

Data Architecture

Application Architecture

Infrastructure Architecture
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The EA Components and Layers to Realize Citizen Journey Map
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Strategy 
Development for 
Excellent Citizen 

Service Experience

Defining and 
Mapping Citizen 

Journey Map

Architecting 
Information, 

Application and 
Technology 

Infrastructure to 
support seamless 

Citizen Journey 
Experience
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The Strategic Digital EA Platform For Various Key Stakeholders  
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How does our strategy 

support enterprise goals?

Which products will we  

offer via which channels?

Who will we partner with and 

how will we create value?

Which capabilities require 

investment to deliver our goals?

Which applications are at risk from 

end-of-life technology?

Which applications are most costly?Which projects affect which 

capabilities and when?

Which applications get 

replaced when?

What is the impact of making 

a change?  What are the 

dependencies?

How are we performing on 

delivering our strategic goals?

Chief Risk

Officer

CIO

Head of 

Strategy Business 

Architect

Chief 

Customer 

Officer

Chief 

Digital 

Officer

Enterprise 

Architect

Technology 

Portfolio 

Manager
Project 

Portfolio 

Manager

Investment 

Manager

Solution 

Architect

Application 

Portfolio 

Manager

What is the current and 

target customer experience?

Does the planned project meet 

our criteria to proceed?

Which risks require mitigation?

What are our greatest threats?

Digital 

Enterprise 

Architecture
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End of Slides & Thank You
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Mr. Tech Mr. Biz

Driving Digital 

Transformation through 

Enterprise Architecture


