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Resilience addresses the agency challenges of speed and productivity.
IDC defines two types of resiliency. The first is mission or business
resiliency and the second digital resiliency. Mission resiliency is the
ability for an organization to rapidly respond to disruptions and restore
mission operations in a timely fashion. 

So then, what is Digital Resiliency? The ability for an agency to rapidly
adapt to business disruptions by leveraging digital capabilities to not
only restore operations, but also capitalize on the changed conditions.
Organizations succeeding in the digital economy need to excel at
pivoting rapidly as disruption happens.

How are Federal agencies are incorporating AI into the fabric of their
mission to become digitally resilient? Starting with strategic plans, then
recruiting, training, and retaining talent to harness the skills required to
deploy AI enterprise-wide in their organization. Additionally, agencies
are enabling all employees to extract more value from their work and
better serve constituents through AI empowered solutions. 

AI Enables Resiliency in Agencies
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The capstone for all dimensions, creating an adaptable, enterprise-wide strategy with
repeatable projects aligned to LOB goals, and the CIO mitigating business and digital
technology weaknesses across dimensions and leveraging strengths for innovation
and future success. 36% of federal agencies say accelerating innovation is a primary
driver for using AI.

Managing the employee experience in times of extreme uncertainty and covering
issues such as employee engagement and productivity, retention and onboarding,
skills and learning and health & wellness. 26% of federal agencies say improving
employee productivity is a primary driver for using AI.

Customer, supplier and partner engagement and how to develop, retain, renew and
optimize these relationships. 31% of federal agencies say improving customer
experience, and 34% say gaining intelligence about their ecosystem are primary
drivers for using AI. 

Leadership Resiliency 

Workforce Resiliency 

Constituent/ Ecosystem
Resiliency 
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To move beyond RPA and chatbots and reach the goal of scaling and operationalizing AI
throughout their agency, agencies need an enterprise-wide strategy, their AI initiatives
aligned with LOB goals and mission outcomes, coordinated programs/projects and
repeatable projects. Half of the federal agencies surveyed have a scalable approach.  

Leadership Resiliency: Creating a Scalable Approach to AI
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Which response below best represents your organization's approach to Artificial Intelligence (AI)?

We are currently piloting or experimenting with AI

We have a few uncoordinated AI initiatives

 AI is a priority  but projects are only aligned with
oneor two LOB goals

 AI is a priority and we have executed projects
aligned with many LOB goals

We have an enterprise-wide AI strategy, and are
rolling out coordinated programs/projects

We have an adaptable enterprise-wide strategy,
AI projects are repeatable and aligned to LOB goals

% of Federal Government Responders

9

7

34

26

16

8



AI is complex and agencies need to not only have an adaptable,
enterprise-wide strategy, but understand staff for, and develop
appropriate skills to operationalize AI. 

For more information see IDC TechBrief: AI-Enabled Talent Acquisition
in Federal Government, and IDC FutureScape: Worldwide National
Government 2021 Predictions. 

42% of Federal Agencies are using AI for recruiting, 27% for
onboarding, 39% for learning and development.
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Workforce Resiliency: Using AI to Hire Critical Skills 
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IDC predicts by 2022, 60% of agencies will deploy AI-enabled
technologies to recruit, train, and retain key personnel,
enhancing their future of work capabilities.  

https://bit.ly/3i7vzHD
https://bit.ly/3i5lhrf
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time
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Workforce Resiliency: Using AI to Hire Critical Skills 

AI helped employees
do their job better 

50%

53% of government responders say AI helped their organization over
the last 12 months by creating new knowledge-based jobs.

The Digitally Resilient organization has a workforce which, in times of
crisis, remains:



Agencies have a critical need to quickly deploy agile business solutions
that enhance citizen experience, enable data driven decisions and
enable employees to deliver citizen services more efficiently wherever
they are -in offices at home or in the field.

Constituent Resiliency: Deploying AI for Customer
Service and Support 
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44%

35%

33%

31%

30%

Optimization engines

Augmented analytics 

Recommendation engines 

Intelligent task or process
automation, predictive or
preventative maintenance, chatbots

Discovery or analysis applications

In the past year, 39% of agencies have used AI 
for customer service and support, technologies 
deployed include: 



Have an adaptable enterprise-wide strategy, AI projects are
repeatable and aligned to LOB goals.

Based on IDC's Global DataSphere study, less than 3% of
the data currently created is analyzed to affect enterprise
intelligence. Its essential to first, put data into context to
provide meaning; next, understand it in relationship to
other data and events to gain knowledge; and finally, add
judgement and action to achieve insight and the full
potential of value realization.

Adapting to AI-driven processes can require significant
changes to technology, staffing, and organizational
behavior. Plan for the long–term impacts of change on
workforce transitions, preserve the essential elements of
being human, and leverage other agency AI solutions/share
your solutions/learnings as appropriate.

To realize the benefits of AI, the U.S. federal government
needs to establish and enforce policies to ensure the
technology is ethically, effectively, and efficiently created
and implemented.

“What Thomas Edison said of electricity encapsulates the AI
future: “It is a field of fields … it holds the secrets which will
reorganize the life of the world.” Edison’s astounding
assessment came from humility. All that he discovered was
“very little in comparison with the possibilities that appear.”
The National Security Commission on Artificial Intelligence
(NSCAI)

Advice for Agency Leaders
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To learn more about AI in Federal Government, read the IDC report, Scaling and
Operationalizing AI in Government.

To understand more about IDC Government Insights’ coverage of AI, click here.

AI is Enabling Resiliency in Federal Agencies 

Federal agencies are incorporating AI into the fabric of their mission to become digitally resilient. Half of agencies 
surveyed have a scalable approach to their strategic plans. 42% of Federal Agencies are using AI to recruit for critical 
skills, and 53% of government responders say AI helped their organization over the last 12 months by creating new 
knowledge-based jobs. Additionally, agencies are enabling all employees to better serve constituents. In the past 
year, 39% of agencies have used AI for customer service and support. 

https://bit.ly/37293JW
https://bit.ly/3kTY2Cs
https://www.idc.com/getdoc.jsp?containerId=PRF004841
https://twitter.com/IDC
https://www.linkedin.com/company/idc/
https://blogs.idc.com/

