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The UK Strategy: Transfor mational Government - Enabled by
Technology

An Article by the UK eGovernment Unit

What do DVLA'’s vehicle licensing onlineMyw.vehiclelicence.gov.)k NHS Direct and DWP’s
Payment Modernisation Programme have in common% Fhin company with other recent
developments using technology - helped to inforinkihng on Transformational Government:
Enabled by Technology, the strategic document which outlines how goveminplans to use the
opportunities presented by modern technology tasfaam public services.

The Prime Minister asked the eGovernment Unit, thasethe Cabinet Office, to drive work
across the public sector to develop a strategyufing technology ‘to transform government
services'. Under the Unit’s leadership the nevidymed Chief Information Officer's Council was
the focus for the collaborative work across depants, local authorities and other public bodies
to generate and agree the strategy itself. The CdOncil acts as the forum for partnership
between IT professionals across government anc tlmaembership drawn from the wider public
sector. It is charged with creating and delivgringovernment-wide CIO agenda to support the
transformation of government and to build capaaitgd capability in IT-enabled business change,
balancing this with accountabilities from individu@lOs’ line organisations. So the strategy
published in November 2005 is very much the prodfithe CIO Council, based on the input and
knowledge of those actually delivering public seed as well as input from the IT industry, from
best practice in other sectors and experienceh@er@overnments internationally.

Since the launch of the strategy we have productal@v-on document - thémplementation
Plan — describing the real changes that will be seemrasult ofTransformational Government to
July 2007, including changes already underwayhls article | will be describing in summary
what Transformational Government is all about. If you want to read the documentsrikelves or
some of the work and responses that contributedth®m, you can find them at
http://www.cio.gov.uk/transformational_governmemd@x.asp

Transformational Government described a picturegofernment enabled by technology —
inspiring policy, delivering business change, pding customer and corporate services and
backing up the work that frontline staff do day dgy out. Technology alone doesn’t change
government, but government can't meet modern ciizexpectations without it. The strategy’s
vision is about delivering better public servicésotigh greater choice and personalisation;
supporting effective policy outcomes; reducing lamsl on front-line staff; streamlining and
delivering efficiencies through the smarter useails, technology and information. Everyone
benefits from this vision. Citizens and businesgehgreater choice, reduced paperwork and lower
costs in their interactions with government. Puldervants have better tools to help them to
undertake their jobs, enabling them to providedretervice. Policy makers will be better able to
achieve outcomes sought. Resources are freed Freineack office to the front-line and efficiency
gains are made.

Gartner, a consultancy, have described the worldeolinology as entering a ‘perfect digital

storm’ where speed, capacity and connectivity combd create an environment characterised by
extremely rapid change. The strategy envisagesrgment being able to create and retain the
capacity to innovate and transform itself as tetdmo continues to develop — even if we enter
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this digital storm - ensuring that public servicesn keep up with a continually changing,
globalised society.

Transformational Government is part of a wider programme of work to transfqyublic services
using technology, and should be read in that cantether aspects of this work programme are
set out inConnecting the UK: the Digital Strategy (March 2005) which set an agenda for dealing
with the so-called digital divide — the variatioritmessed in access by different socio-economic
groups to services provided electronically - byvplting stronger incentives for people to get
online. Other key documents includtarnessing Technology, the e-learning strategy (March
2005) which described the use of technology to ea@hia more personalised approach within
education and children's services; andusion through Innovation (November 2005) which set
out how government can use technology to reactoodisadvantaged groups.

Transformational Government set out three areas of focus:
» Delivering better public services through increa€edtomer Focus
 Moving to a shared services culture — releasingcieffcies through standardisation,
simplification and sharing
» Professionalising the planning and delivery of texthgy-enabled business change

Delivering better public services through customer focus

The strategy takes the approach that services dhoal designed and delivered around the
customer, whether citizen or business. To delikiex &pproach government must understand and
engage with the customer to understand their naedsrequirements. Using this information,
principles of design, including the most appromgiahannels through which to deliver services,
can be drawn. For some, though not necessarilgadtomer groups this process of redesigning
services around the customer will be led by spedifilividuals. These ‘customer group directors’
will be responsible fosponsoring customer insight and research into &eels of that customer
group; leading the design of services including rallechannel planning; tracking and
communicating performance against customer-reltdegets; and representing the interests of
their customers. Directors have already been apgubifor one citizen group and one business
group — older people and farmers. Other candidatdade Directors for parents and for small
businessesPeople rarely fall into neat categories, so sesviteed to be responsive enough to
deal with people associating themselves with diffiégroups at different times. The approach is
likely to be most effective by identifying the clemges which certain groups typically find
particularly difficult and then tackling these frdhre customer perspective.

Moving to a shared servicesculture

Transformational Government outlined the benefits in terms of improved workingetter
outcomes and increased efficiency through a shapedoach in government. Initially significant
effort is going into shared ‘back office’ servicesthe development of a shared approach to
Human Resources, Finance and other corporate ssnBut other opportunities exist in sharing
customer service centres; shared infrastructurd; ancially better used of government-held
information.

Transformational Government outlined how government would enable the joinimpged services

and information by continuing to develop and usesistent standards and architecture for
technology use. Other enabling work includes thatinoed development of the information
assurance programme to ensure that IT systemseargesand trusted by those using them;
development of an identity management strategyaandw focus on finding a balance between
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maintaining the privacy of the individual and shagrinformation to deliver better, more efficient
services.

Professionalising delivery of technology-enabled business change

In order to deliver the vision described Byansformational Government, a step-change will be
required in the professionalism with which it islidered. There must be broadening and
deepening of government’s professionalism in teofrthe planning, delivery, management, skills
and governance of IT enabled change. This willltéeumore successful outcomes; fewer costly
delivery failures; and increased confidence byeits and politicians in the delivery of change by
the public services. As well as a new approacthéoGovernment IT Profession, as part of the
Professional Skills for Government programme, this will encompass a further prograrfeork

on the management and control of technology-endilsihess change to support both successful
delivery of major projects and the reliability oficeessful delivery. Technology-enabled
programmes will be managed at portfolio as welpesgramme level, enabling government to
match supply with demand, identify duplication aset priorities. A further shift in supplier
management will accompany this, ensuring capacityapability are addressed; sharing supplier
intelligence and increased standardisation of eatdr services and service boundaries.

Timeline

Transformational Government outlines a large spatggramme of work, looking beyond 2011,
within which we identified three discrete phasesvofk. The first, ending in July 2007, is mainly
concerned with continuing to deliver on the big al®émental programmes and big IT projects, for
example Connecting for Health or Criminal Justice IT. This period will also see the activity
outlined inConnecting the UK, the Digital Srategy completed. In addition, work to address some
of the specific barriers identified will begin, astlined in the mplementation Plan. Some aspects
of this first phase will appear in the Annual Repaiue to be published in November 2006, as
described in the strategy.

The priority for the second phase of work, Augu802 to 2011, will be transforming delivery
into public services centred round citizens andriasses, and transforming support into a shared
services framework. During this period it will alee important to realise the financial and service
benefits of current and planned investments. Tt glaould be to have made the key changes, to
have embedded the new cultures, and to have maderdicess irreversible, by 2011. The third
period is deliberately left flexible at present.elace of technology change is such that it is only
sensible at this stage to recognise that thiskveila period of further radical change. Our goal for
the preceding years must be to ensure that a stoomglation is laid to enable this.
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