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PLAYBOOK

Citizen Dev Program
Launch Playbook

Step-by-step guide to launching a governed citizen development initiative — from
executive buy-in to first deployed app in 90 days.
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1. Executive Summary & Business

case

Citizen development is the single highest-ROI digital transformation initiative available to enterprises today.

This playbook provides a proven, step-by-step framework to launch a governed citizen development program

in 90 days — from executive buy-in to first deployed application.

Key Statistic: Organizations with structured citizen development programs report 60-80% cost reduction
vs. custom development, 70% faster time-to-deploy, and 40% reduction in IT backlog tickets (Gartner,

Forrester 2025).

Why Now?

« IT backlogs are unsustainable. The average enterprise IT team has 6—12 months of pending requests.
Business teams build workarounds in spreadsheets, creating shadow IT risk.

« Al changed the equation. No-code platforms with Al copilots have reduced the skill barrier to near-zero. A

business analyst can now describe an app and watch it build itself.

« Governance, not gatekeeping. The choice is not whether business users build tools — they already do. The
choice is whether they do it within a governed framework or in the shadows.

The Business Case in Numbers

Time to deploy internal tool 3-6 months
Cost per internal app $50K-$150K
IT backlog tickets 200+ pending
Shadow IT incidents/year 15-30
Employee satisfaction (IT) 45% satisfied
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1-2 weeks -85%
$5K-$15K -80%
80-120 pending -50%
2-5 -80%
78% satisfied +73%
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2. Readiness Assessment (Week 1-2)

Before launching, assess your organization across five critical dimensions. Score each 1-5. A total score below
15 means you need foundational work before launching a full program.

Executive Sponsorship

Do you have a C-level or VP-level champion who will advocate for the program, allocate budget, and remove
organizational blockers? Without executive air cover, citizen development programs die in committee.

IT Partnership Willingness

Is your IT team willing to shift from gatekeeper to enabler? Assess whether IT leadership sees citizen
development as a threat or an opportunity. Key signal: Are they open to defining guardrails rather than saying
no?

Business User Readiness

Do you have 3—-5 motivated "power users" in target departments who already build workarounds (Excel macros,
manual automations)? These are your future citizen developers.

Data Governance Maturity

Do you have clear data classification policies? Citizen developers need to know which data they can access
and which requires IT involvement. Without this, every app becomes a compliance risk.

Process Documentation

Are the target workflows documented? Citizen developers cannot automate what they cannot articulate. If
processes exist only in tribal knowledge, start with documentation.

Action Item: Schedule a 2-hour Readiness Workshop with IT leadership, one department head, and your
executive sponsor. Use the scoring matrix above. Document gaps and assign owners for each gap before
proceeding.
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3. Platform Selection Framework
(Week 2—3)

Choosing the right platform is the most consequential early decision. Evaluate candidates across these

weighted criteria:

Governance & Admin Controls 25%
Ease of Use for Non-Technical 20%
Users

Enterprise Integration 20%
Security & Compliance 15%
Scalability & Performance 10%
Total Cost of Ownership 10%

Weight What to Evaluate

Role-based access, audit logs, environment separation, APl governance,
app lifecycle management

Drag-and-drop builder, natural language Al assistance, learning curve,
template library

Native connectors to your stack (SSO, ERP, CRM), REST API support,
webhook capabilities

SOC2/ISO certifications, data residency, encryption at rest/transit, GDPR
compliance

Concurrent user limits, database size limits, app performance under load

Per-user pricing, platform fees, training costs, hidden costs (API calls,
storage, support tiers)

Platform Comparison: Enterprise Tier

Power Apps
Retool
Glide
Budibase
Lovable

Appsheet
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Microsoft-heavy enterprises
Data-heavy internal tools
Mobile-first field apps
Self-hosted/open-source
Al-first full-stack apps

Google Workspace teams

Copilot (GPT-4) Excellent $20/user/mo

Al Assist Very Good $10/user/mo

Al Columns Good $25/app/mo
Limited Good Free (self-hosted)
Full Al Build Good $20/mo (creator)
Al suggestions Good $5/user/mo
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4. Governance Architecture (Week
3-4)

Governance is the foundation that makes citizen development sustainable and safe. Without it, you are just
creating structured shadow IT. A good governance framework is invisible to citizen developers — it guides them
toward the right path without slowing them down.

The Four Pillars of Citizen Development Governance

1. Access & Identity

« All citizen developers must authenticate via corporate SSO (Azure AD, Okta, Google Workspace)
* Role-based access: Viewer, Builder, Admin, IT Governance
 Multi-factor authentication mandatory for all builder accounts

* Quarterly access reviews with automated de-provisioning

2. App Lifecycle Management

 Central app catalog: every citizen-built app registered with owner, department, data sources
« Mandatory dev/staging/production environment separation
« Version control with rollback capabilities

 Annual review of all production apps for continued relevance

3. Data Governance

- Data classification enforced: Public, Internal, Confidential, Restricted
« Pll handling requires mandatory compliance training
« Data retention policies enforced at platform level

« API rate limiting and monitoring per citizen-built app

4. Security & Compliance

« All apps must pass a lightweight security checklist before production
+ Automated vulnerability scanning (if platform supports)

« Incident response plan that includes citizen-built apps

 Annual compliance audit of top 20 citizen-built apps

+ GDPR/CCPA data mapping for apps handling personal data

Pro Tip: Start with a "Governance Lite" version for your pilot. Enforce SSO, app registration, and the security
checklist. Add complexity only after your first 10 apps are in production. Over-governing early kills
momentum.
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5. Pilot Program Design (Week 4-6)

Your pilot program is the proof point that funds the full program. Choose it carefully.

Selecting the Pilot Department

+ Choose a department with high pain (manual processes, spreadsheet chaos) and a willing champion

« Avoid departments with heavy compliance requirements for the first pilot

« Target a process that is repeated frequently (daily/weekly) for maximum visible impact

« Ensure the department head will actively participate in demos and reviews

Recommended First Projects by Department

Project Idea Why It Works

HR / People Ops Employee onboarding checklist app
Finance Expense approval workflow
Operations Equipment/asset tracking tool
Marketing Campaign request & brief intake
Sales Ops Territory mapping & assignment tool
Legal Contract renewal reminder system
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Repeated weekly, visible to leadership, low data
sensitivity

High-volume, clear rules, measurable time savings
Replaces spreadsheets, immediate pain relief
Standardizes a chaotic process, cross-team visibility
Visual territory management with approval flow

Never miss a renewal deadline again
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6. Citizen Developer Training (Week
6-8)

Training is where most programs fail. The mistake is treating it like software training. It is not about teaching a
tool — it is about teaching a mindset.

The Citizen Developer Training Curriculum

Module 1: Foundations (4 hours)

« What is citizen development and why it matters

- Your role vs. professional developers: the 80/20 rule
* When to build vs. when to escalate to IT

« Understanding your governance framework

« Data classification: what you can and cannot access

Module 2: Platform Mastery (8 hours)

« Platform interface: builders, data sources, permissions
* Building your first app: guided walkthrough

« Working with data: forms, tables, databases

« Integrations: connecting to existing tools (SSO, APIs)

» Templates and components: reusing what others built

Module 3: AI-Assisted Building (4 hours)

« Using Al copilot: prompt engineering for app building
 Generating layouts, logic, and data models with Al

» Reviewing Al-generated code and configurations

* When to use Al vs. manual building

« Al limitations: what to escalate to IT

Module 4: Production Readiness (4 hours)

* Security checklist walkthrough

- Testing strategies: happy path, edge cases, permissions
« App registration and documentation requirements

* Deploying to production: the approval workflow

« Post-launch: monitoring, feedback loops, and iteration

Training Best Practice: Pair each citizen developer with an IT "mentor” for their first project. This builds trust,
catches governance issues early, and creates cross-functional relationships that outlast the program.
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7. First App: Build & Deploy (Week
8-10)

This is the moment of truth. Your pilot citizen developers build and deploy their first production application.

The Build Sprint Framework

1-12

14
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Requirements gathering & process
mapping

Data model design & platform setup
Build core functionality
Internal demo & feedback

Iterate based on feedback + security
checklist

Deploy to production + training session

Post-launch review & metrics baseline

Citizen Dev + Stakeholders

Citizen Dev + IT Mentor
Citizen Dev
All stakeholders

Citizen Dev + IT

Citizen Dev + Dept Head

All stakeholders

Requirements doc

Data architecture
Working prototype
Feedback document

Production-ready app

Live application

Success metrics dashboard
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8. Measuring Success & ROI (Week
10—-12)

You cannot scale what you cannot measure. Establish your baseline metrics during the pilot and track them

monthly.

Speed Time to deploy Calendar days from request to production <14 days

Cost Cost per app Platform cost + builder hours + review time <$15,000

Quality User satisfaction Post-launch survey (1-10 scale) >7.5 average

Adoption Active daily users Platform analytics >80% of target users

Risk Security incidents Incident tracking system 0 incidents

Compliance Governance adherence Checklist completion rate 100%

Scale Active citizen Platform user count 5+ builders
developers

Scale Apps in production App catalog count 3+ apps
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0. Scaling the Program (Month 4+)

Once your pilot is validated, it is time to scale. The transition from pilot to program is where most initiatives
stall. Here is the proven scaling framework:

Phase 1: Expand to Adjacent Departments (Month 4-6)

* Present pilot results to leadership with hard ROl numbers
« Identify 2—3 departments with similar operational pain
« Train second cohort of citizen developers (leverage first cohort as peer mentors)

* Refine governance based on pilot learnings

Phase 2: Build the Center of Excellence (Month 6-9)

- Establish a Citizen Development Center of Excellence (CoE)
« Create reusable templates and components from pilot apps
« Publish an internal "App Store" for citizen-built tools

* Implement automated governance checks where possible

« Begin tracking program-level KPIs (not just project-level)

Phase 3: Enterprise Scale (Month 9-12)

* Integrate citizen development into digital transformation strategy

» Negotiate enterprise license agreements with platform vendors

« Automate governance: self-service app registration, automated security scans
* Build a federated model: department-level citizen dev leads report to CoE

« Set annual targets: apps deployed, developers trained, hours saved
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10. Appendix: Templates &
Checklists

Executive Sponsorship Email Template
Subject: Proposal: Citizen Development Pilot Program (90-Day Initiative)

Hi [Executive Namel],

I'd like to propose a 90-day pilot program for citizen development — enabling business teams to build their own
internal tools using governed no-code platforms.

The problem: Our IT backlog has [X] pending tool requests. Each custom tool takes [Y] months and costs $[Z].
Meanwhile, teams build ungoverned workarounds in spreadsheets, creating security and compliance risk.

The proposal: A structured 90-day pilot in [Department] using [Platform]. One department, 3-5 citizen
developers, governed by IT guardrails. Total investment: ${Amount] for platform licenses + [X] hours of IT
oversight.

Expected outcomes: 3+ internal tools deployed, 60—-80% cost reduction vs. custom development, measurable
IT backlog reduction, and a replicable model for scaling across the organization.

I've prepared a detailed playbook and ROI calculator. Can we schedule 30 minutes this week to discuss?

App Registration Form Template

App Name [Department]-[Function]-[Version]

Owner Name, department, email

Business Purpose 1-2 sentence description of what the app does and why
Data Sources List all data sources the app reads from or writes to
Data Classification Public / Internal / Confidential / Restricted

Users Expected number of users and their roles

Business Criticality Low / Medium / High

IT Mentor Assigned IT contact for governance questions

This playbook is maintained by CitizenDevelopers.app. Subscribe to our newsletter for updates and additional
resources.
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