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The public sector imperative is clear: deliver high-quality, highly responsive digital services 
that meet rising citizen expectations and engender trust in government. 

The adoption of cloud introduced scalability, but it also created new forms of complexity, 
with distributed, multi-cloud environments now coexisting with pre-cloud systems that are 
difficult to transform.

In this environment, public sector leaders face a ‘triple whammy’. They must simultaneously:

•	 Deliver seamless digital services with a low tolerance for service disruption

•	 Manage an increasingly complex hybrid and multi-cloud infrastructure

•	 Achieve core strategic imperatives, such as uplifting their cybersecurity and safely 
adopting artificial intelligence (AI)

What if there was a way to significantly reduce the 
complexity and effort involved in managing them? 

Unified observability is the strategic discipline that enables agencies to effectively manage 
this complex digital landscape. By providing a single, cohesive view of a system’s business 
and technical health, it allows leaders to move from reactive firefighting to proactive 
governance, making evidence-based decisions about service resilience and public value.

This paper illustrates how unified observability can be central to achieving the core 
components of an agency’s mission: assuring a good citizen experience, empowering 
the digital public servant, delivering optimised services and future proofing government 
ensuring the safe and effective use of AI.
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The Citizen Experience:  
A New Standard  
of Reliability
A citizen’s use of a digital government service is often their only 
experience of government, and shapes their perception of the 
government’s competence, effectiveness, and trustworthiness. 

Politicians and public servants are unanimous on this point: digital 
service performance is now inextricably linked to public trust.

“We are humbled and honoured by the trust 
that the Australian people have placed in our 

Government. Each and every day, we are working to 
prove worthy of that trust.”1 

The Hon. Anthony Albanese, Prime Minister of Australia,  
10 June 2025 

“Ministers noted work is underway to develop a 
cross-jurisdictional 5-year roadmap to make it 

easier for people to find and do what they need to 
across all levels of government."2

Data and Digital Ministers Meeting Communique,  
7 February 2025

When public services transition online, a failure is not just a technical 
issue; it’s a breakdown of the social contract. An effective observability 
approach provides the real-time insights needed to elevate the citizen 
experience, focusing on reliability across the entire end-to-end journey. 
Observability is essential to counter the risk that a failure in one small 
component blows out into a cascading failure.
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Who
 is asking?

What
 is being 

asked for?

Digital
Trustworthiness

Trust 
Foundations

Data Integrity
Cyber Security

Privacy Safeguards

Resilient Business Systems

Decision-making Transparency

Ethical use of AI

Where
 is the request 
coming from?

A Mandate for a Consistently High Standard of Service Delivery
All Australian and New Zealand jurisdictions articulate a need for effective, easy-to-use services in 
their Whole of Government (WofG) digital strategies. A unified observability platform provides an 
important foundation to achieve their objectives:

•	 The Queensland Government Digital Strategy calls for effective service access and 
maximising digital value. Unified observability supports this by providing continuous 
performance monitoring.

•	 The ACT Government Digital Strategy emphasises the importance of using data to improve 
community-centred services. Unified observability supports this by providing data to track 
service performance.

•	 The Australian Government’s Digital Service Standard (DSS) is a mandatory framework for 
delivering simple, secure, and connected public services. Unified observability supports several 
of its key principles:

	→ ‘Monitor your service’: Agencies must establish 
performance baselines and identify meaningful 
metrics to ensure services run smoothly.

	→ ‘Build trust in design’: Agencies must continuously 
monitor their systems’ security and stability to build 
user trust and meet compliance obligations.

	→ ‘Keep it relevant’: Agencies must drive evidence-
based improvements throughout a service’s life.

Combining datapoints into a single platform amplifies 
their value and enhances agencies’ ability to make data-
driven decisions. A unified observability platform elevates 
operational insights to enable strategic business decisions 
that impact service delivery  
reliability.

Trust of government in a digital world 
relies on strong foundations of data 
integrity, cyber security, ethical use of 
citizen data, privacy safeguards, resilient 
business systems and transparency in 
government actions. Unified observability 
directly or indirectly supports each of 
these trust foundations.

Unified observability  
directly or indirectly  

supports trust of  
government

“Thoughtful and 
considered investment 
decision-making has 
a real impact... on all 

Australians who interact 
with government online. 

The Albanese Government 
is committed to delivering 

better and fairer 
services.”3 

Senator the Hon. Katy Gallagher, 
Minister for Finance,  

7 August 2025.
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Empowering the Digital Public Servant
The impact of sub-optimal business processes
A key input to the delivery of better digital services is the daily work experience of the public 
servants who are responsible for the service. 

Public sector staff need contemporary digital tools, just like their counterparts in the private 
sector, yet too often their productivity suffers due to outdated technology and manual or quasi-
manual processes. 

“It’s no longer a question of if, but how AI is adopted into the work of 
government and business. And we have to make sure that we have a public 

service capable of rising to this, with a public service that can harness those 
opportunities to deliver better services and more responsive policy in a way 

that is safe, responsible and proactive.”4

Senator the Hon Katy Gallagher, Minister for Finance, 5 December 2024

Suboptimal backend systems create a cascade of problems: citizen frustration, employee stress, and 
reduced productivity. Added to this is the challenge facing all Australian jurisdictions of delivering 
expanded services within constrained budgets.

These pressures are compounded by the shift to working from home (WFH), which brings a range 
of technology considerations, from ensuring policy-compliant device use and reliable network 
connectivity to maintaining robust cybersecurity.

A unified observability platform addresses these practical concerns by providing real-time visibility of 
the performance and security of all systems and devices, enabling agencies to prioritise remediations. 
Further, it gives managers the insights needed to confidently support flexible work arrangements.
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Increased Resilience:  
New Standard 
for Collaborative 
Problem-Solving
Historically, agency ICT teams have 
often been organised into separate units 
(infrastructure, network, applications, and 
security), and this structure led to silos of 
information and a fragmented view of a 
business system’s health. When a service 
failed, finding the root cause became 
a time-consuming and finger-pointing 
exercise.

In many agencies, the sheer volume of 
incidents and firefighting disrupts the 
daily ICT rhythm. This disruption reduces 
productivity and is demoralising for an 
agency’s workforce. 

By continuously analysing system 
performance and behaviour, observability 
platforms can identify subtle anomalies 
and patterns that point to a potential 
problem before it becomes a service-
impacting failure. This allows a shift to 
proactive remediation.

With unified observability in place, 
employees can address hidden bottlenecks 
or security vulnerabilities during business 
hours, avoiding fatiguing midnight work. 
Proactive service management not only 
improves reliability but also creates a 
more sustainable and rewarding work 
environment for all staff.

A near-term future consideration is to 
move from ‘proactive insights’ to ‘proactive 
resilience’. Proactive resilience applies 
automation and Agentic AI built on a 
platform of trusted insights to move towards  
the promise of zero-touch production.

“We deployed Dynatrace, and within five 
minutes, we’d pinpointed the cause of the 

issue, which had been eluding the agency for 
three weeks.”5 

Tammy Zbojniewicz, Michigan Department of Technology, 
Management & Budget (DTMB) Enterprise Operations Center

REACTIVE PROACTIVE

User 
Complaint

Proactive 
Anomaly 
Detection

Automated
Root Cause

Analysis

Collaborative
Problem Solving

Issue Resolution 
in Minutes

Incident
Room

Supplier A 
blames 

Supplier B

Overtime and 
Employee Stress

Reactive vs. Proactive:
The Digital Public Servant's Workflow.
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The Cost of Disconnected Systems
When agencies move to the cloud, many attempt to solve their visibility problems by adding another 
set of monitoring tools, often found on the cloud platform. Not only does this increase the data 
silos, it also creates a new problem: excessive data management costs and support effort for their 
bespoke observability solutions. 

A platform approach enables teams to focus on ingesting the right data. 

The strategic benefit is clear: by turning a flood of unstructured data into a manageable stream of 
actionable insights, agencies can realise efficiencies, reallocate resources to higher-value activities, 
and deliver on their mandate of sound financial management in a period of ever-tightening budgets.

Protecting the Digital Frontier
The critical importance of effective 24/7 cyber security pervades all WofG strategies with many 
security measures now mandatory for agencies, including:

•	 The Australian Government’s Protective Security Policy Framework (PSPF) calls for 
security risk identification & management via continuous monitoring. Unified observability 
supports this by providing real-time security insights and compliance reporting.

•	 The Australian Government Information Security Manual (ISM) calls for comprehensive 

logging and monitoring. Unified observability consolidates data to pinpoint incident root 
causes.

•	 The Australian Cyber Security Strategy (2023-2030) calls for proactive threat detection 
and secure critical infrastructure. Unified observability provides real-time visibility of 
emerging issues for proactive action.

•	 The South Australian Government Cyber Security Strategy (2025-2031) calls for enhanced 
visibility & observability to proactively identify threats & support incident management. Unified 
observability provides real time visibility of emerging issues for proactive action.

The Strategic 
Imperatives: Cost, 
Cyber Security, AI 
and Governance
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The Growing Recognition of the 
Importance of Governance
Parliamentary enquiries point to the degree to which senior 
figures in government are coming to understand that the 
effectiveness of a business system’s outcomes are only as 
good as the data it relies on. 

Data governance is an enormous challenge for government 
that can be supported by a unified observability platform 
because it can track the journey of data from its source, 
through various processing stages, to its use in the business 
system, thereby providing an irrefutable audit trail.

“If we are to bring Australians 
on the journey to a digital future, 

we need to get people to share 
their data with us; and for that 
to happen we need to prove the 

integrity of the processes by which 
we collect it.”6

Bill Shorten, Minister for Government 
Services, February 2024

Ensuring Safe and Effective AI
The path to AI adoption is paved with governance challenges, 

ethical considerations, and public anxiety. 

A policy on “Safe AI” is meaningless  
without the ability to prove it is being followed.

"Unverifiable data is quicksand. 
Trustworthy AI needs  

solid ground."7

Victor Dominello, former NSW Minister for 
Digital and Customer Service  

and Chief Executive Officer, Future 
Government Institute, 7 September 2025

Observability can turn a framework’s high-level principles into 
measurable, auditable practice. An observability platform can:

•	 Provide a continuous, automated check on whether AI 
systems are operating in compliance with the relevant 
policies.

•	 Demystify an AI “black box” model by capturing and 
correlating the data points that led to a specific decision, 
making the outcome explainable and auditable.

•	 Provide the forensic data needed for a rapid and thorough 
incident response when an AI system fails or produces a 
flawed outcome.

•	 Evaluate the costs of the model the prove adherence to 
efficiency measures.

•	 Trace the impact on the user experience and process 
performance to understand the effectiveness of the  
model usage.

With new technologies such as 
AI, it’s really important that 

government is implementing it to 
the highest ethical and security 

standards8

Laura Christie, NSW Government Chief 
Information and Digital Officer, 

 WHITEPAPER    From Cloud Chaos to Citizen Trust: The Unified Observability Advantage    9



Conclusion
In a world of digital-first public services, observability is 
not an optional tool for technical teams—it is a strategic 
imperative for the agency. By strategically implementing 
observability, agencies can:

Build citizen trust and minimise risk by delivering new 
standards of reliability and responsiveness.

Empower the digital workforce by improving the back-office 
systems they work with, increasing staff satisfaction and 
fostering a culture of ownership and continuous improvement.

Enable safe and effective AI adoption by providing the 
transparency and data governance needed for trust and 
accountability.

Observability is essential for effective digital service delivery. 
Without it, cloud chaos in its various guises remains a reality, 
and citizen trust of government is eroded every time a system 
fails due to an unobserved vulnerability.

What is Unified 
Observability?

Unified observability is a strategic 
capability that provides a single, 
cohesive view of the health and 

performance of all of an agency’s 
digital services, from its public-

facing portal to its underlying cloud 
infrastructure. 

Unlike fragmented, siloed 
monitoring tools, a unified platform 

collects and correlates all data—
including metrics, logs, and traces—
into a common operational picture. 

This allows agency executives to 
move from reactive firefighting 

to proactive governance, enabling 
them to anticipate system failures 
and accelerate incident resolution.
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How is your 
agency doing?

Establish where your agency sits on the unified observability continuum. 
The more times you tick to the right, the more you deserve congratulations!  

The more you tick to the left, the more your agency should be seriously 
considering the adoption of unified observability.  

1.  

5.  

6.  

7.  

2.  

3.  

4.  

8.

When a service delivery issue arises, we can typically pinpoint the root cause within minutes.

  Strongly Disagree      Disagree      Neither Agree nor Disagree       Agree      Strongly Agree

Our data ingestion and retention strategies currently provide the desired insights.

  Strongly Disagree      Disagree      Neither Agree nor Disagree       Agree      Strongly Agree

Our data ingestion and retention strategies are optimised to avoid unnecessary costs.

  Strongly Disagree      Disagree      Neither Agree nor Disagree       Agree      Strongly Agree

We are actively leading a cultural shift to embed observability as a core discipline.

  Strongly Disagree      Disagree      Neither Agree nor Disagree       Agree      Strongly Agree

We are fully satisfied with the degree of productivity we gain from the tools and data  

we currently use to monitor our technical environment and service delivery outcomes.

  Strongly Disagree      Disagree      Neither Agree nor Disagree       Agree      Strongly Agree

Our teams are empowered by a shared source of truth  

that enables them to proactively manage their technical environment.

  Strongly Disagree      Disagree      Neither Agree nor Disagree       Agree      Strongly Agree

We have clear evidence and metrics that prove our AI systems  

are operating within our ethical, security, and policy frameworks.

  Strongly Disagree      Disagree      Neither Agree nor Disagree       Agree      Strongly Agree

Our digital services consistently provide the responsiveness  

that citizens expect from a modern government.

  Strongly Disagree      Disagree      Neither Agree nor Disagree       Agree      Strongly Agree
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