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Foreword by Francis Maude, MP

Injustover2decades the internethas become ahuge partof oureveryday lives. Today 82% of adults in the UKare online. Completing
transactions online has become second nature, with more and more of us going online forshopping, banking, information and
entertainment. Why? Because online services tend to be quicker, more convenientand cheaperto use.

Butuntilnow governmentservices have stood outby theirfailure to keep up with the digitalage. While many sectors now deliver their
servicesonline as amatterof course, ouruse of digital public services lags far behind that of the private sector. Forexample while 74%
of people use the internetforcarinsurance, only 51% renew car tax online.

Governmenthas gotto do better. This Digital Efficiency Reportsuggests thattransactions online can already be 20 times cheaper
than by phone, 30 times cheaperthan postaland as much as 50 times cheaper than face-to-face.

By going digital by default, the governmentcould save between £1.7 and £1.8 billion each year.

Butthisisn’tjustaboutsaving money - the publicincreasingly expects to access services quickly and conveniently,attimes andin
ways thatsuitthem.We willnotleave anyone behind butwe willuse digitaltechnology to drive better services and lower costs.

We willalso need to embed digital skills into our organisational DNA, developing a culture that puts people’s needs firstso we plan and
designourservices around whatusers need togetdone, notaround the ways governmentwantthem to doit.

This Government Digital Strategy is just the start of a process thatwilltransform how we provide services. Departments will be
publishing theirown digital strategies later this year, setting outhow they willimprove theirservices and reduce costs. New
technology also means thatforthe firsttime individuals, entrepreneurs and businesses can now access and exploitpublicdataina
way thatincreases accountability, drives choice and spurs innovation. Governmentwillcontinue to be on the forefrontof the open
datarevolution-putting more and more datain the publicdomain thatwillunderpin new socialand economic growth.

Untilnow governmenthas been slow to realise the benefits of the digitalage. In the future ourservices willbe fitforthe 21stCentury -
agile, flexible and digital by default.

Francis Maude, Minister for the Cabinet Office

Executive summary
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This strategy sets outhow the governmentwillbecome digital by default. It fulfils the commitmentwe made in the CivilService
Reform plan (http://my.civilservice.gov.uk/reform/).

By digitalby default, we mean digital services thatare so straightforward and convenientthatall those who can use them willchoose to
do so whilstthose who can’tare notexcluded.

We estimate thatmoving services from offline to digitalchannels will save between £1.7 and £1.8 billion ayear.

Governmentisimproving the way itprovides information by moving to asingle website, GOV.UK (https://www.gov.uk/). Transactional
services now presentthe biggestopportunity to save people time and save the governmentmoney.

People willonly choose to use governmentservices digitally if they are far more straightforward and convenient. The vast majority
(82%) of the UK population is online but mostpeople rarely use online governmentservices.

The governmentprovides more than 650 transactionalservices. There is only ahandfulof these services where asignificant majority
of people who could use the online option do. Many have adigital option, butfew people use it. Half of these don’tofferadigital
option atall.

We will:

Improve departmental digital leadership

Departmentalexecutive boards willinclude an active digital leader. Transactional services handling over100,000 transactions each
yearwillbe redesigned, operated and improved by askilled, experienced and empowered service manager.

Develop digital capability throughout the civil service

Alldepartments willensure thatthey have the rightlevels of digital capability in-house, including specialist skills. Cabinet Office will
supportimproved digital capability across departments.

Redesign transactional services to meet a new Digital by Default Service Standard

Alldepartments willundertake end-to-end service redesign of all transactional services with over100,000 transactions each year. All
new orredesigned transactionalservices going live after April2014 willmeetanew Digital by Default Service Standard
(https://www.gov.uk/service-manual/digital-by-default).

There are 7 departments which between them handle the majority of centralgovernmenttransactions.

These are:

¢ HMRevenue and Customs (HMRC)

e DepartmentforTransport(DFT)

¢ DepartmentforWorkand Pensions (DWP)

e Ministry of Justice (MOJ)

e DepartmentforBusiness Innovation and Skills (BIS)

e DepartmentforEnvironmentFood and Rural Affairs (Defra)

e Home Office

Each of these departments willagree 3 significantexemplarservice transformations with Cabinet Office. These were identified and
publishedin departmentaldigital strategies in December 2012, alongside delivery plans. Departments started to redesign these
exemplarservicesin April2013 and willimplementthem by March 2015.

Complete the transition to GOV.UK

Corporate publishing activities of all24 ministerialdepartments willmove onto GOV.UKby March 2013, with agency and arm’s length
bodies’ online publishing to follow by July 2014.
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Increase the number of people who use digital services

Departments willraise awareness of theirdigitalservices so more people know aboutand use them, and look at ways to use incentives
to encourage digitaladoption.

Provide consistent services for people who have rarely or never been online

Itisimportantwe do notleave anyone behind in this move to adigital by defaultapproach. Departments willrecognise and understand
the needs of people who can’tuse digital services. We will provide appropriate supportforthese people to use digital services and
otherways to access services for people who need them.

Broaden the range of those tendering to supply digital services including more small and medium
sized enterprises

CabinetOffice willofferleanerand more lightweighttendering processes, as close to the bestpractice in industry as ourregulatory
requirements allow.

Build common technology platforms for digital by default services

CabinetOffice willlead in the definition and delivery of anew suite of common technology platforms, to underpin the new generation
of digital by defaultservices.

Remove unnecessary legislative barriers

CabinetOffice willwork with departments to amend legislation thatunnecessarily prevents us from developing straightforward,
convenientdigitalservices.

Base service decisions on accurate and timely management information

Departments willsupply aconsistentsetof managementinformation, as defined by Cabinet Office, fortheirtransactional services.

Improve the way that the government makes policy and communicates with people

Departments willencourage policy teams to use awiderrange of digital tools to communicate with and consult people, both within the
UKand overseas.

Collaborate with partners across public, private and voluntary sectors to help more people go
online

Departments will build digitalinclusion into allrelevantpolicies and programmes, and collaborate with private and third sector
organisations to remove barriers to internetuse, whether caused through lack of skills, motivation, access or trust.

Help third party organisations create new services and better information access for their own
users by opening up government data and transactions

Departments willundertake cross-governmentdiscovery work with GDS to understand userneeds forservices delivered outside
GOV.UK,and what APIs and open standards mightbe required to supportthem;and GDSwillundertake developmentworkon GOV.UK
to make allinformation held oniteasily reusable.

This strategyis justthe beginning. We recognise thatthe changes required willbe farfrom easy. Ourexisting processes and ways of
working can getin the way,and many willneed to change.

In December2012, each departmentpublished theirown departmental digital strategy explaining whatactions they would take to
contribute to this strategy. These actions provide aframework forcontinuing improvements in theirservices.

CabinetOffice willoperate an annualreview process to track departments’ progress againstthe actions in this strategy.

The strategy does notcoverlocalgovernmentservices orthe NHS. Italso does notdeal with the expansion of the broadband network
which is being led by Departmentfor Culture Mediaand Sport (DCMS).
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Watch a British Sign Language version of this summary (http://bit.ly/I55Gob).

Introduction

This strategy contains 16 actions the governmentwill take to become digital by default. Digital by defaultmeans digital services which
are so straightforward and convenientthatallthose who can use digital services willchoose to do so, while those who can’tare not
excluded.

This follows the Civil Service Reform plan (http://my.civilservice.gov.uk/reform/) by developing services that:

e allow straightforward access toinformation and services in times and in ways thatare convenientto the users ratherthan the
providers

e are more efficientand cost-effective to developand run

If we successfully transform ourservices so they are digital by default, we can earn areputation foroffering high-quality, responsive,
convenientand up-to-date services.

We made this commitmentinresponse to the review of governmentonline, ‘Directgov 2010 and Beyond: Revolution not Evolution’
(https://www.gov.uk/government/publications/directgov-2010-and-beyond-revolution-not-evolution-a-report-by-martha-lane-fox), carried out by
Martha Lane Fox as UKDigital Champion in 2010.

In his foreword to the Civil Service Reform plan, Ministerforthe Cabinet Office Francis Maude said:

“

Centralgovernmentwhere possible mustbecome adigitalorganisation. These days the bestservice organisations
deliveronline everything thatcan be delivered online. This cuts their costs dramatically and allows access to
information and services attimes and in ways convenientto the users rather than the providers.”

The GovernmentDigital Service (http://digital.cabinetoffice.gov.uk/) willimplement this strategy, supported by the digital leaders’
network of seniorcivilservants, the Digital Advisory Board (http://digital.cabinetoffice.gov.uk/2012/04/25/introducing-the-digital-advisory-
board/)and the GovernmentCommunication Network (https://gcn.civilservice.gov.uk/).

Each governmentdepartmentprepared and published its own departmental digital strategy. These documents explained how
departments willmake theirservices digital by defaultin ways thatwork fortheirusers. These strategies were initially published by the
end of 2012, intime toinfluence departments’2013/14 planning process. They willsetthe frameworkforservice transformation over
the lifetime of the nextspending review.

Watch Tim O’Reilly, the founderand CEO of O’Reilly Media, talk aboutthe importance of focusing on userneeds and how the
GovernmentDigital Strategy is “inspiring” because of its focus on usercentred design:

What the strategy is about

This strategy is mainly aboutthe services provided by centralgovernmentdepartments and associated agencies and arm’s length
bodies. Some matters covered by the strategy are devolved and reference should be made to the devolved administrations formore
details as to how this strategy affecttheirareas.

However,in orderto provide public services digitally by default, all public bodies willneed to work together. Most public services are
provided by local organisations such as local councils and the NHS. People often use arange of services, notjustone atatime. Most
people and businesses don’tdifferentiate between differentlevels and types of public services; they justwantagoodservice.

To help otherorganisations improve theirdigital services, we will:
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¢ make the digitalassets (standards, designs and code) generated as aresult of this strategy widely available
e share centralgovernmentplans with localauthorities and other public bodies

e workwith localcouncils and theirrepresentative and professionalbodies to help them to make improvements

The actions in this strategy are mainly about transactional services such as applications, tax, licensing and payments. The strategy
explains how the civilservice willdevelop new skills and approaches to complementits existing expertise. Italso includes actions to
improve the way the governmentmakes policy and communicates with people.

This strategy is aboutusers of services within the UK. Users overseas will be covered in appropriate departmental strategies.

DCMSis already leading on providing superfastbroadband (https://www.gov.uk/government/policies/transforming-uk-broadband) to at least
90% of premises in the UKand providing universalaccess to standard broadband with aspeed of atleast 2Mbps.

The benefits of digital by default

Digitalby defaultservices are more efficientand more convenientforusers. Ourinitial testing
(http://digital.cabinetoffice.gov.uk/2012/01/13/quantitative-testing-betagov/) com paring GOV.UK to the previous Directgov and
Businesslink.gov.uk sites shows amore positive rating on both ease of use (93% compared with 75% before) and speed (80 seconds
as opposed to 120 seconds to undertake com parable transactions).

Governmentwillsave money if demand forhighercostchannels decreases. A 2012 SOCITM study
(http://www.socitm.net/press/article/213/two_thirds_of_customer_contacts_with_local_authorities_are_now_online_says_new_research_from_
socitm)across 120 local councils estimated that the costof contactforface to face transactions averages £8.62, forphone £2.83, but
forwebonly 15 pence.The Digital Efficiency Report (https://www.gov.uk/government/publications/digital-efficiency-report) found that the
average costof acentralgovernmentdigital transaction can be almost 20 times lowerthan the cost of telephone and 50 times lower
than face to face (https://www.gov.uk/government/publications/digital-efficiency-report/digital-efficiency-report#introduction).

In 2010 HMRC estimated thataround 35% of calls to its contact centres were avoidable (http://www.nao.org.uk/report/hm-revenue-and-
customs-handling-telephone-enquiries/) atan National Audit Office estimated costof £75 million ayear. Changes have since been made
to processes, letters and forms that have reduced the total number of calls and the proportion of avoidable calls to around 26% of the
total.

On the basis of historicalsavings achieved by existing digital services, we estimate that£1.7 to £1.8 billion of totalannual savings could
be made by shifting the transactional services offered by centralgovernmentdepartments from offline to digitalchannels. Of this,
£1.1to £1.3 billion willbe saved directly by the government, with the rest passed on to service users through lower prices. These
figures do notinclude the potential costs of atransition to digital, butalso do notinclude the additional savings that could be gained
from fundamentalservice redesign or back-end technology changes.
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Figure 1: Digital take up curve, averaged across case study data

Evidence from the Digital Efficiency Reportcase studies (https://www.gov.uk/government/publications/digital-efficiency-report/digital-
efficiency-report#annex-1-list-of-case-studies) demonstrates public services exhibiting a typical technology adoption S-curve. Forservices
ataround 20% digital take-up, there is the opportunity to rapidly increase adoption to 80% within 3to 5years. This willbe further
increased where digitisation is accelerated by aprocess of fundamentalservice redesign based on userneeds.

Digitising transactional services will save people and businesses time and money; by making transactions faster, reducing the number
of failed transactions and simplifying the end-to-end process. Our estimates suggestthatan hourspentinteracting with government
costs the average citizen £14.70 (http://www.hmrc.gov.uk/research/cost-of-time.pdf). If just half an hour were saved by digitising every
transaction currently completed offline, the total savings to the economy could therefore be around £1.8 billion
(https://www.gov.uk/government/publications/digital-efficiency-report/digital-efficiency-reporti#estimates-of-total-annual-savings). Furthermore,
many public services are run by agencies thatrecovertheir costs directly through usercharges, so reducing costs provides the
potentialforsavings to be passed on to users.

The potential for more people to use government digital services

People who are already online
82% of the UKpopulation are currently online and there is aclear opportunity forgovernmentto deliverservices digitally to them.
Although 77% of adults in the UKuse the internetdaily, many of them have neverhad any online interaction with government.

Change between chartand table

Online (access the internetregularly oroccasionally) 82%
Offline (access the internetregularly oroccasionally) 18%
Online (access the internetregularly or occasionally)
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Figure 2: UKadult population by internetuse. Source: Cabinet Office, Digital Landscape Survey, August2012

A growing proportion of people are willing and able to use more complex digital services
(https://www.gov.uk/government/publications/digital-landscape-research/digital-landscape-research#uk-digital-landscape) thatinvolve a high
levelof trustsuch as shopping and online banking. An Oxford InternetInstitute survey (OxIS) (http://oxis.oii.ox.ac.uk/) from 2011 shows
thatthe proportion of internetusers who shop online grew from 74% in 2005 to 86% in 2011; online banking usage grew from 45% in
2005t0 60%in 2011;and internetusers who pay bills online grew from 39% in 2005to0 57% in 2011.

The popularity of online channels is recognised across the private sector,demonstrated by the factthatinternetadvertising’s share of
totalUKadvertising spend has risen to 33% (http://www.zenithoptimedia.com/zenithoptimedia-releases-new-ad-forecasts-global-advertising-
continues-to-grow-despite-eurozone-fears/), wellahead of any other country, as UKadvertisers respond to theircustomers’ attention
shifting online.

Furthermore, digital services are rapidly gaining strong reputations and loyalty from users. A 2012 YouGov poll
(http://yougov.co.uk/news/2012/07/11/best-amazon-google-bbc-iplayer/) saw Amazon, Google and iPlayer become the highest-rated brands
in the UK, overtaking more traditional companies such as John Lewis and Marks & Spencer.

The people who use digitalservices do so forreasons of speed and convenience (https://www.gov.uk/government/publications/digital-
landscape-research/digital-landscape-research#who-is-online-and-who-is-offline). The mostfrequentreasons people gave forchoosing to
use digitaltransactions were:itsaved me alotof time (85%), the site was clearand easy to use (62%) and | could do itoutside office
hours (61%).

54% of UKadults have used agovernmentservice/information online, butmostof those have used only asmallnumber of services
and many have justused one. Moreover, according to 2011 OxISresearch (http://oxis.oii.ox.ac.uk/), the number of people using online
governmentservices has steadily increased from 39%in 2005to0 57% in 2011, butsince 2007 this reach has plateaued.

Change between chartand table

Online and have used agovernmenttransaction online 46%
Online and have accessed governmentinformation online 8%
Online and have notused governmentinformation ortransactions online 28%
Offline and willing to getonline 6%
Offline and unwilling to getonline 12%
Online and have used agovernmenttransaction online

46%

Online and have accessed governmentinformation online

8%

Online and have notused governmentinformation ortransactions online

28%

Offline and willing to getonline

6%

Offline and unwilling to getonline

12%

Figure 3: Breakdown of UKpopulation by use of governmentdigitalservices and internetuse.

Helping more people to use online services
Noteveryoneis online. Through ourdigitalinclusion and assisted digitalprogrammes, we willhelp more people to use online services.

Those in highersocio-economic groups (ABCs) are more likely to be online (https://www.gov.uk/government/publications/digital-
landscape-research/digital-landscape-research#who-is-online-and-who-is-offline), with 92% regularly or occasionally accessing the internet.
28% of disabled people are notonline (rarely access/have neverused the internet) and older people are more likely to be offline than
otherage groups (however 59% of people aged over 65 are online). Geography doesn’tappear to have too greatan influence on
whetherpeople access the internetornot, as people are offline in urban, suburban and rural areas.

A third of the people who are offline (ie 6% of the UKpopulation) said they are interested in using the internet, suggesting that the
numberof people who are online may increase overtime.

People who use mobile devices to get online
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Digitalservices mustadaptseamlessly to meetthe needs of mobile internetusers. The new digitalservice standard willinclude a
requirementto design digitalservices thatare usable on mobile devices as wellas desktop and laptop computers.

Inrecentyears there have been large advances in the portability and range of internetenabled devices. This has changed the way
users access the internet (https://www.gov.uk/government/publications/digital-landscape-research/digital-landscape-research#who-is-online-
and-who-is-offline). The mostpopulardevices used to access the internetare laptops and desktops (73% and 59% respectively), but
mobile phone ownership is now widespread (86% of UKadults have amobile phone). 56% of UKadults own a mobile thatis internet-
enabled, and theiruse to access the internetis growing.

The London 2012 Olympic Games provides arecentexample of this trend towards mobile use (http://www.slideshare.net/balf/london-
2012com-olympic-games-digital-round-up-13-august-2012), with over 60% of all visitors to the Games’ website coming from mobile
phones.

OxISresearch (http://oxis.oii.ox.ac.uk/) shows thatownership of internet-enabled phones continues to grow among allincome groups.
This willincrease the numberof people who can access the internet. There is little correlation between the use of mobiles forthe
internetand annualincome, with 35% of mobile internetusers earning above £30,000 and 39% earning below £12,500. With 69% of
currentnon-internetusers owning amobile, there is scope to increase access to internet-based information and services through this
route.

Based on banking industry experience, this mobile web usage tends to be focused on simple straightforward transactions, notably
progress tracking. This offers the potential to shifta high volume of this type of transaction across to digital self-service, resulting in
savings from reduced use of more expensive telephony channels.

What we have already done

Government’s online information services are closerto becoming users’ preferred (default) option than its transactional services.

Governmentonline publishingisin the process of being transformed by the GOV.UKprogramme, aradical simplification of
governmentweb publishing started in 2011 in response to Martha Lane Fox’s review
(https://www.gov.uk/government/publications/directgov-2010-and-beyond-revolution-not-evolution-a-report-by-martha-lane-fox). The GOV.UK
website (which replaced the previous Directgov and Businesslink.gov.uk sites in October2012in providing governmentinformation
forcitizens and businesses) has already demonstrated thatitis simpler, clearerand fasterforusers.

Governmentalready uses digitalchannels formostof its communications, marketing and engagement. Mostdepartments and many
agencies have developed expertise in using socialmediaand other third-party digital properties such as YouTube to communicate
with people and businesses, ratherthan paying for otherchannels. The Red Tape Challenge
(http://www.redtapechallenge.cabinetoffice.gov.uk/home/index/) and e-petitions (http://epetitions.direct.gov.uk/) are 2 examples of this
approach.

Governmenthas also made some progress in providing convenient, well-used and wellregarded transactional digital services. For
example, digitalis the preferred channelformostusers of Companies House, with an 89% online take-up of annualreturns search and
filing (http://webarchive.nationalarchives.gov.uk/+/http://www.cabinetoffice.gov.uk/media/261356/channel_strategy_cases.pdf)achievedin
just5years,and forHMRC’s Self Assessmenttax service where arecord 80% of returns were filed online in 2011/12
(http://webarchive.nationalarchives.gov.uk/20131002123445/http://www.hmrc.gov.uk/about/business-plan-2012.pdf).

Progressis also being made in making governmentinformation and transactions more widely and conveniently available through third
parties. Over 2 thirds of the 7.65 million Self Assessmenttransactions received online by HMRC are submitted via third-party software
and service providers (http://webarchive.nationalarchives.gov.uk/20131002123445/http://www.hmrc.gov.uk/about/business-plan-2012.pdf).
Over1,500 such third-party commercial providers are accredited to use HMRC'’s third party integration suite (APIs).

In 2012 around 30% of digitalfilings to Companies House were made viaits software filing service which offers an APIforthe
transmission of datafrom commercial software packages. The clients of over 80 software providers use this service.
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Developing digital transactions

Transactionalservices are the primary focus of this strategy. This is because developing transactional services offers the greatest
scope toimprove efficiency and the customerexperience. Afocus on developing these makes animportantcontribution to the
government’s Open Public Services agenda (http://files.openpublicservices.cabinetoffice.gov.uk/HMG_OpenPublicServices_web.pdf),
supporting increased personalisation and choice within public services. And despite the progress outlined above, they are also the
areawhere there is the mostworkto be done toimprove the digitalofferand increase user take-up.

There isahuge volume of transactions with government (https://www.gov.uk/performance/transactions-explorer). There were around 1
billion individual transactions ayear with centralgovernmentdepartments in 2011/12. This numberrises to nearer1.5 billion when
othergovernmental organisations such as localgovernmentare taken into account.

These transactions are notevenly spread across departments, with just7 responsible foraround 90% of the centralgovernment
transactions. These are HMRC, DFT,DWP, BIS, Defra, MOJ and the Home Office.

Whilstthe majority of transactions are between governmentand individuals, there are also asignificantnumber of transactions
between governmentand business. This includes some which are very complex and high value (forexample farming payments). In
these cases, the use of specialist 3rd-party intermediary organisations is common. The process improvements recommended in this
strategy willsupportthese arrangements.

What is preventing people from using digital transactions?

Mostgovernmenttransactions fallfar shortof the standard of the best. Unlike successfuldigitalservices in the private sector,
government’s online services are notnecessarily betterormore convenientthan otherchannels, meaning they willnotbe users’ first
choice to transactwith us.

Forexample,in some circumstancesitis quickerto apply forsome services by phone than by using the existing online service. In 2011,
around 150 million calls ayearcominginto governmentwere self-reported as avoidable
(https://www.gov.uk/government/publications/contact-centre-benchmarking-data-freedom-of-information-release). Such failure is frustrating
and time-consuming forusers butitis also costly forgovernment. If users have to revertback to otherchannels, then meeting this
additional ‘failure demand’is an unnecessary additional cost.

There are several causes of these failures. Many governmentservices rely on digitised versions of pre-digital business processes,
layered on top of legacy IT systems, some of which are over 30 years old. They were notdesigned with adigital service in mind, being
builtto replicate paperforms and processes rather than taking advantage of opportunities to pre-populate orrespond to users’
selections. They have outdated back-end systems which preventeffective datasharing, and/orthey have long-term contracts locked
into expensive vendors making changes to services costly and slow.

Each service has often been designed individually, rather than developing a consistentapproach to userexperience across the
governmentdigitalestate. Hence the userexperience of governmenttransactionsis inconsistentand unnecessarily confusing,
particularly to less confidentusers.

Leading private sectordigitalbusinesses have learned that familiarity drives usage, and usage drives familiarity. This lack of a
consistent, high-quality userexperience is acriticalissue holding back performance and adoption of ourdigital services.

Despite evidence of growing use of mobile devices as the route into digitalchannels, only ahandful of governmentdigital services
caterfully forthe needs of mobile internetusers. Very few governmentdigitalservices are flexible oragile enough to keep up with the
rapid changesin userbehaviourtypified by the growth of the mobile sector. If existing lengthy procurementprocesses and inflexible
developmentmodels continue, they will be similarly poorly placed to adaptatany pace to future changesin how people preferto use
theinternet.

The CivilService Reform plan (http://my.civilservice.gov.uk/reform/) acknowledges that we need to develop the right capability and skills
to design,communicate and deliver the high-quality digital services we require. This digital strategy aligns with the Civil Service
Capabilities plan; both willbe woven into departments’ own strategic planning, including theirnew ImprovementPlans.

There has been an over-reliance on ahandfulof large systems integrators, referred to by the Public Administration Select Committee
(PASC) as an ‘oligopoly’ (http://www.parliament.uk/business/committees/committees-a-z/commons-select/public-administration-select-
committee/news/report-on-Government-it-published/). As aresult, the civilservice does nothave the necessary depth of understanding
and ownership of ourdigitalchannels to actas an “intelligentclient”. This makes services less efficientand less effective forusers.
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There are also weaknesses in the consistency, timeliness, accuracy and scope of managementinformation to measure performance
and costs between differentservices and channels. This means we may miss opportunities to targetareas of waste, identify
improvementopportunities ormeasure the benefits of change.

Assisted digital

We recognise thatnoteveryone who uses governmentservicesis online,and thatnoteveryone willbe able to use digital services
independently. The governmenthas to ensure fairaccess to services forthose who are entitled to them.To design services thatwork
forusers,we need to understand who can use digitalservices, who can’t,and whatelse we need to provide forpeople who aren’t
online.

Whatwe provide forpeople who aren’tonline willdepend on the service and the needs of the user. Many people who are of fline will
keep using the services in non-digital ways, such as face to face, by phone and through intermediaries. In some cases, people may be
offered help to use the digitalchannel.

We call this ‘assisted digital’. This is an integral part of providing digital by defaultservices. Departments willconsider how they will
provide this assistance atthe same time as they are digitally transforming theirservices. Government Digital Service worked with
departments to develop across-governmentapproach (https://www.gov.uk/government/publications/government-approach-to-assisted-
digital) to this issue. This is to ensure those users who need this help receive aconsistentservice across the multiple services they use.

Persuading those who are online to use government digital services

We wantthose who are able to use ourdigitalservices to do so. Forthose who can and do use digital services already, the actions
outlinedin this strategy willresultin abetteruserexperience and awiderrange of high quality digital services.

To persuade people to use governmentdigital services, we need to improve the quality of the services to make them clearly
preferable to the alternatives.

We also need to make people aware of the services thatare available. A numberof techniques can be used to raise awareness and
encourage people to use digitalchannels. Departments will consider which methods are mostappropriate to the contextof their
service,and the needs of theirservice users.

Departments willlearn from the expertise of organisations who have successfully undertaken ‘channelshift’ to digitalservices.

What about things that can’t be done online?

Notevery step of every interaction with governmentcan, orshould, be entirely digitised - a practical driving testcan’tbe taken online.
Butevenservices thatinherently involve face to face contactcan be redesigned - digitally - around the needs of users.

Forexample, while over 90% of practicaldriving tests are booked online, driving examiners stillfillin and file paperforms to confirm
who has passed theirtest, adding costand delay forusers thatatruly end-to-end digital service could remove. Driving Standards
Agencyis aiming to trial the introduction of mobile devices so thatexaminers don’thave to fillin paperforms. They will be able to pass
on testinformation to the nextstages of the process more swiftly and efficiently.

Overtime, the success of betterdesigned digital services willallow governmentto reduce the scale and profile of less convenient,
less effective and less cost-efficientcontact methods (telephony, face to face, post).

Redesigning services around the needs of users
The mostimportantpartof this strategy is the need to redesign governmentservices to respond to userneeds.

We can learn lessons from otherorganisations which are succeeding in digital transformation such as high streetbanks or the BBC:
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e basingservice design on userneeds is essentialto ensure quality and reduce the costof failure waste
e modern,flexible,common technology platforms are needed forfrequently iterated, consistentuser-focused services
e policyanddelivery are besttightly integrated into one co-located team during any redesign of adigital service

e specialisttechnicalarchitecture, development, design and analytics skills are essential, alongside new seniorleadershiproles,
including thatof afully accountable and empowered service manager

e once services are redesigned to meetuserneeds, they need to be communicated and marketed effectively, by targeting
appropriate messages to identified usergroups through arange of trusted channels and intermediaries

How the civil service needs to develop
Measured againstthe European Digital Capability Framework setoutbelow, departments are currently atvarying levels of digital
maturity.

Digitalis atthe heartof policy and strategy. Services are digital by default. Digital culture is strong: agile, user-centred, innovative,
responsive.

Seniormanagementhave made significant progress in delivering the vision and plan, implementing new capability and trialling it
successfully by re-engineering arange of services to be digital by default.

Seniormanagementin place with aremitto settargets, develop over-arching vision and plan, and develop necessary capability and
culture. Digitalis seen as akey transformation and advocacy is strong at key parts of the organisation.

Some digital services, butoften of limited quality. Digitalteams in place buttend to be siloed in business units or
service/programme teams and have limited budgetand remit. Senior (board level) digitalmanagementnotin place.

No awareness of digital capability, no resources allocated, no digital strategy, plan or metrics, no understanding of best practice, no
digitalservices.

Figure 4: European Digital Capability Framework

By taking the principles and actions setoutwe will make progress in alldepartments towards the highestlevels of strong, agile,
responsive and, above all, user-centred digital service provision.

Actions
This strategy has 16 actions.

Departments published theirown digital strategies in December 2012 setting outhow they and theiragencies and arm’s length bodies
willapply these principles to transform theirown services to make them digital by default.

Action 1: Departmental and transactional agency boards will include an active digital leader

Case study

Martha Lane Fox, AntoniaRomero (MOJ) and lan Trenholm (Defra) talkaboutthe impactof high-leveldigital leadership. Read more
(https://www.gov.uk/government/publications/case-study-on-action-1-active-board-level-leadership/action-1-case-study-active-board-level-
leadership--2)

e departments willhave in place engaged, active, board-levelleadership of service transformation

e digitalleaders willlead on developmentand delivery of departmental digital strategies

Read how departments are responding to this action (https://www.gov.uk/government/publications/government-digital-strategy-action-1).

Action 2: Services handling over 100,000 transactions each year will be re-designed, operated and
improved by a skilled, experienced and empowered service manager

https://mww.g ov.uk/government/publications/g overnment-digital-strateg y/g overnment-digital-strategy 11/28


https://www.gov.uk/government/publications/case-study-on-action-1-active-board-level-leadership/action-1-case-study-active-board-level-leadership--2
https://www.gov.uk/government/publications/government-digital-strategy-action-1

1/7/2014 Gowvernment Digital Strategy: December 2013 - GOV.UK
Case study

Roo Reynolds (GDS), Nikki Marsh (DWP) and Carolyn Williams (DVLA) talk aboutredesigning services the digitalway. Read more
(https://www.gov.uk/government/publications/case-study-on-action-2-redesigning-services/action-2-case-study-redesigning-services--2)

e service managers willbe in place fornew and redesigned transactions from April2013

e departments willensure all transactionalservices have clearly identified service managers by March 2015

GovernmentDigital Service will:

e offerextensive trainingand supportto help new service managers

e helpdepartments torecruitservice managers

Private sectororganisations thathave been atthe forefront of delivering digital transformation have repeatedly indicated the
importance of leadership atalllevels to theirsuccess. Itis therefore importantthatwe ensure thatsuitably skilled and empowered
leadershipisin place within departments and agencies to lead service transformation.

Digitalleaders will provide active seniorleadership fordepartmental digital strategies and activities and provide expertise and
challenge to theirboards. Cabinet Office willhelp boards to identify digital leaders with suitable experience and skills (role
specification in Annex 4 (https://www.gov.uk/government/publications/government-digital-strategy/government-digital-strategy#annex-4-
description-of-a-digital-leaders-role)). These willusually be members of the departmental executive (or management) board. Inanumber
of departments, these are already in place.

Inagencies and arm’s length bodies thatdeliversignificant transactional services, similaractive board-levelleadershipis critical to
achieving successfulservice transformation.

Outside government, organisations in the publicand private sectorare learning thatempowered, experienced and highly skilled
managers (often called product managers in the commercialworld) are necessary to deliver high-quality digital services.

Governmentwilladoptthe same model, and ensure each of its transactional digital services handling over100,000 transactions each
yearis developed, operated and continually improved by an experienced, skilled and empowered service manager. These are not
technicalIT posts, norare they confined to running awebsite. Instead, they are individuals who work full-time to develop and deliverall
the changes necessary to provide effective digital services. With a handful of exceptions, thisis anew role within government. These
service managers will:

e beexperienced leaders, with an in-depth understanding of theirservice (builton continuity of involvementoveraperiod of
years) and equipped to representtheirservice and its users’ needs atall levels within the organisation; for high-profile services
these willbe atseniorcivilservantlevel

e beaccountable forthe quality and usage of theirservice,and able to iterate the service based on userfeedbackatleastevery
month

e beable to lead effectively on the change managementand process re-engineering required toimplementsuccessfulservices

e have the digital literacy to engage with technicalstaff and suppliers to define the bestsystem and platform configurations to
achieve business/userobjectives

e encourage the maximum possible take-up of theirdigitalservice by effective marketing, and specify/manage the
requirements forassisted digital activity to supplement this

e oversee service redesign and subsequentoperationaldelivery; supporting and ensuring the necessary projectand approval
processes are followed, monitoring and reporting on progress in line with the Digital by Default Service Standard, identifying
and mitigating risks,and be empowered to deliveron allaspects

e actively participate in networking with other service managersinside and outside government, and share good practice and
learning

CabinetOffice willhelp departments to recruitsuitably skilled individuals. Newly appointed service managers will be supported by
Cabinet Office through aspecialisttraining programme run by the GovernmentDigital Service. This willinclude the hands-on process
of designing and prototyping adigitalservice.
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Read how departments are responding to this action (https://www.gov.uk/government/publications/government-digital-strategy-action-2).

Action 3: All departments will ensure that they have appropriate digital capability in-house,
including specialist skills

Case study

RogerOldham (MOJ), Sue Unerman (MediaCom) and staff from the GovernmentDigital Service talk aboutthe importance of digital
capabilities. Read more (https://www.gov.uk/government/publications/case-study-on-action-3-in-house-digital-capability/action-3-case-study-in-
house-digital-capability--2).

e departments willhave sufficientspecialistcapability to assess and manage their portfolio of digital services

e plans toimprove departments’ digital capability willbe included in departmental digital strategies and business planning
processes

Read how departments are responding to this action (https://www.gov.uk/government/publications/government-digital-strategy-action-3).

Action 4: Cabinet Office will support improved digital capability across departments

Case study

Alice Newton talks aboutdeveloping projects for Number10 and beyond in the Technology in Business Fast Stream.Read more
(https://www.gov.uk/government/publications/case-study-on-action-4-digital-capability-across-departments/action-4-case-study-digital-capability-
across-departments--2)

e service managers willbe offered an extensive programme of training and support (https://www.gov.uk/service-manual/the-
team/induction-and-development.html), run by GovernmentDigital Service from summer2013

e seniorofficials across alldepartments will be offered training to highlight the strategic opportunities offered by digitalfrom
summer2013

e therevised Graduate Fast Stream programme (http://faststream.civilservice.gov.uk/) willlook for placement opportunities with a
digitaldelivery service

e digitalskills developmentacross allgrades will be a priority in the CivilService Capabilities plan published in April2013,
supported by CivilService Learning (http://www.civilservice.gov.uk/networks/hr/civil-service-learning)

GovernmentDigital Service will:

e increase supportto departments’transactionalservice redesign projects

¢ helpdepartments toimprove theirdigital capability, including providing guidance on requestabout effective approaches to
recruiting digital specialists

e develop extensive bespoke training and supportforservice managers

e workwith CivilService Learning to develop digitalawareness training for civilservants

Alldepartments should ensure thatthey have appropriate in-house specialistdigital capability, including the managementof their
portfolio of digital services. This capability willvary in size and skill-sets depending on the balance of information and services the
departmentis responsible for. It will typically include specialistdigital skills in digital service design, development, analytics, digital
strategy, online publishing and product management. Departments with lowervolumes of transactions could share specialistdigital
resources.

GovernmentDigital Service has ateam which works with departments on transformationalservice redesign projects. This support will
continue, and be extended. Annex 2 describes the supportthatis available.

Tocomplementthisinternaldevelopment, approaches to recruitmentwillneed to be adapted to attract staff with appropriate skills
from outside government. Departments willalso provide opportunities for existing staff to develop the required digital skills.
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Specialist training and support for senior civil servants

GovernmentDigital Service willhelp CivilService Learning to develop training for seniorcivilservants to raise theirawareness of the
opportunities offered by digitalto improve awide range of policy outcomes.

Fast Stream and Future Leaders

Digital skills and leadership willbe incorporated into the new government-wide approach to active corporate managementof current
and future leadership from Fast Stream through to future PermanentSecretaries (setoutin the CivilService Reform plan
(http://my.civilservice.gov.uk/reform/)).

Where possible FastStream entrants should spend one of their 6 month placements during theirfirst2 years in adigitalrole. The new
Future Leaders Scheme willaim to give middle managers operational managementexperience in adigitally delivered service area as
partof overall career planning.

The wider civil service

Generaldigital training activity across the wider civilservice willbe included in the government’s capability building programme, led by
CivilService Learning. Departments willensure appropriate levels of digital skills are part of core competencies, performance and
objective-setting frameworks atalllevels.

Read how departments are responding to this action (https://www.gov.uk/government/publications/government-digital-strategy-action-4).

Action 5: All departments will redesign services handling over 100,000 transactions each year
Forthe 7 transactional departments (HMRC, DFT, DWP, BIS, Defra, MOJ and the Home Office) plus Cabinet Office:

e 3significant ‘exemplar services willbe agreed with Cabinet Office and identified in departmental digital strategiesin
December2012,alongside delivery plans

e redesignwillstartby April2013 and the service mustbe implemented by March 2015

e followingthisand usingthe learning from the exemplars, departments willredesign all services handling over100,000
transactions each year,unless an exemption has been agreed

Forthe remaining departments:

e departments willredesign allservices handling over100,000 transactions each year, unless an exemption has been agreed.

Read how departments are responding to this action (https://www.gov.uk/government/publications/government-digital-strategy-action-5).

Action 6: From April 2014, all new or redesigned transactional services will meet the Digital by
Default Service Standard

Case study

Phil Pavitt talks about HMRC’s efforts to update and modernise its services. Read more
(https://www.gov.uk/government/publications/case-study-on-action-6-encouraging-third-parties-to-develop-services-on-top-of-our-apis/action-6-
case-study-encouraging-third-parties-to-develop-services-on-top-of-our-apis--2)

GovernmentDigital Service will:

publish the Digital by Default Service Standard (https://www.gov.uk/service-manual/digital-by-default), which willdescribe the
performance metrics and capabilities that services mustachieve; the service standard criteriaare published at Annex 3

e provide aprogramme of support, guidance and tools (https://www.gov.uk/service-manual) thathelp service teams meetthe
standard throughoutthe developmentand life of the service

e agree with departments the deadlines forwhen digital services are to be redesigned

e increase the scale of its transformation team to support more transactionalservice redesign projects
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e helpdepartments to share whatthey learn from exemplar projects

Governmentdigitalservices are inconsistentand often do notmeetthe standards thatusers expect. To ensure thatusers receive a
consistently high-quality digitalexperience from government, Cabinet Office developed aservice standard forall digital services. No
new orredesigned service willgo live unless they meetthis standard.

The full standard (https://www.gov.uk/service-manual/digital-by-default) was published by the Cabinet Office in April2013.

The majority of the benefits willbe achieved by the 7 transactionaldepartments. Therefore we willfocus on redesigning theirservices
as afirstpriority, with 3 ‘exemplar’ services in each of these departments receiving end to end redesign by March 2015, plus one from
Cabinet Office.

Service redesign and prototyping work forthese exemplarservices started April2013 or earlier. For each service identified for
redevelopment,aproposeddelivery plan will be prepared, showing how the departmentwillresource the projectincluding meeting
the challengesin seniordigitalleadership, appointing a suitably skilled service managerto lead from the inception of the redesign
process and undertaking service design and projectand product management. Any funding required willbe found by departments
from within existing budgets, re-prioritised where necessary.

Departments willshare the learning from the transformation of these exemplarservices to increase digital capability across the civil
service.

Alldepartments willredesign all their transactional services thathandle over100,000 transactions each yearforcompletion by the
end of the nextspending review period. In November2012there were 152 transactions that met this threshold
(https://www.gov.uk/performance/transactions-explorer). In exceptional circumstances departments may seekan exemption from this
requirement;forexample where abusiness case fordigital by defaultservice design does notdemonstrate good value for money.
Any putforward would be agreed atacross-governmentlevel.

Departments willidentify which services they transform first, foragreementwith CabinetOffice. Annex 3identifiesanumberof
criteriawhich departments should consider when selecting which services to redesign to ensure the greatestbenefitto users and
savings to government.

Cabinet Office will measure progress annually and publish the results.

Departments with directresponsibility forfewer than 1 million transactions each year will transfer theirinformation on to GOV.UK
(https://www.gov.uk/), but their departmental digital strategies willinclude clear plans for the future transformation of theirservices to
digital by default.

Progress againsttransformation of the exemplarservicesis published on our Service Transformation Dashboard
(https://www.gov.uk/transformation).

Read how departments are responding to this action (https://www.gov.uk/government/publications/government-digital-strategy-action-6).

Action 7: Corporate publishing activities of all 24 central government departments will move onto
GOV.UK by March 2013, with agency and arm’s length bodies’ online publishing to follow by July
2014

e resources forthe transition to GOV.UKwill be included in departmental digital strategies

GovernmentDigital Service will:

e helpdepartments to transferonline publishing to GOV.UK

e continue to operate andimprove the GOV.UKonline publishing platform atno costto departments, agencies orarms length
bodies

In October2012,governmenttookthe firststep towards enabling access to alldepartments’, agencies’and arms length bodies’ digital
information and transactionalservices to citizens and businesses using one web address. GOV.UKhas replaced Directgov and
Businesslink.gov.ukas asingle domain forgovernmenton the web.
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GOV.UKhas demonstrated how these methodologies can deliver high quality digital products thatmeetuserneeds, and are more
efficientforgovernment. Inlarge scale usertesting (http://digital.cabinetoffice.gov.uk/2012/01/13/quantitative-testing-betagov/), 93% of
users rated GOV.UKas very/quite easy to use versus 75% for Directgov. Similarly, when looking forinformation, respondents using
GOV.UKtookan average of 80 seconds, as opposed to 120 seconds on Directgov.

Between November 2012 and March 2013, the corporate publishing activities of 24 ministerialdepartments willmove onto GOV.UK.
By March 2014, the information publishing aspects of alldepartment, agency and arms length bodies websites (otherthan those
granted aspecificbusiness-based exemption) willtransferto GOV.UK. We had originally intended to transferthe information
publishing aspects of alldepartment, agency and arm’s length bodies websites (other than those granted aspecific business-based
exemption) to GOV.UKby March 2014. This was delayed because of difficultiesin resourcing, which meantwe didn’thave enough
people to do allthe work. However, we have now resolved these and willcomplete transition by July 2014 . Similarly, we are aiming to
move HMRC (anon-ministerialdepartment) across to GOV.UKby summer2014.

Read how departments are responding to this action (https://www.gov.uk/government/publications/government-digital-strategy-action-7).

Action 8: Departments will raise awareness of their digital services so that more people know
about them and use them

e departments willsetoutplans to encourage channelshiftin departmentaldigital strategies, and these willbe reviewed annually

e departments will publish plans thatclearly identify the savings they expectto make as aresultof increased use of digital
services

GovernmentDigital Service will:

e share examples of success across departments

In orderto maximise the benefits from transformed digitalservices, departments mustwork to accelerate their take-up, shifting users
able to access the internetaway from non-digitalchannels. Departmental digital strategies willinclude clear plans forencouraging the
move from offline to digitalchannels, through awareness raising, involvementof front-line staff and appropriate use of incentives.

Departments willre-assess the effectiveness of theirpromotional activities to maximise the awareness of new and existing digital
services, and encourage those who could use them to trialthem. This does nothave to involve expensive marketing campaigns. [t will
build on service experience and expertise in behaviouralinsightand behaviour change in the public and private sectors to raise the
profile of digital services,and encourage users to use them.

A key elementof the channelshiftapproach willinvolve existing front-line staff (both face to face and telephony). They should be
made proficientin the use of digitalservices and encouraged, trained and equipped to supportpeople in trialling and using the
services themselves (forexample by having the same frontend access to aservice system as the user, making explanation and
supportmore straightforward). As digital take-up increases, the role of front-line staff may evolve.

As wellas ensuring users are aware of digitalchannels, the transition to digital as the channel of choice can be facilitated by use of
incentives. Anumberof techniques have been trialled, such as passing on lower costs where fees are based on costrecovery, as
Companies House did forcompany registrations; allowing later deadlines foronline process completion, as used in HMRC’s personal
tax assessmenttransactions;orby entries into prize draws foronline users, as offered by DVLA. Departments willbe encouraged to
trialarange of positive incentives to encourage digitaladoption.

The GovernmentDigital Service willwork with service managers to collate and share experience and tools developed through initial
transformation projects, as wellas drawing in appropriate expertise from the commercialsectorto share experience and techniques
forfacilitating channelshift.

Read how departments are responding to this action (https://www.gov.uk/government/publications/government-digital-strategy-action-8).

Action 9: There will be a cross-government approach to assisted digital. This means that people
who have rarely or never been online will be able to access services offline, and we will provide
additional ways for them to use the digital services

Marketa Mach, CEO of Go ON UK, talks abouttheirwork making sure thatno-one is leftbehind by the growth of digitalservices. Read

more (https://www.gov.uk/government/publications/background-on-action-9-a-cross-government-approach-to-assisted-digital/action-9-case-
study-assisted-digital--2)
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This means thatpeople who have rarely orneverbeen online willbe able to access services offline,and we will provide additional ways
forthem to use the digitalservices

e departments willexplainin theirdigital strategies how they willensure thatdigitalservices include a consistentservice for
people who have rarely orneverbeen online

GovernmentDigital Service will:

e workwith departments toimplementacross-governmentapproach to assisted digital
(https://www.gov.uk/government/publications/government-approach-to-assisted-digital), published in December2012

e workwith organisations representing people who can’tuse digital services to develop the cross-governmentapproach

The governmenthas to provide public services to everyone who is entitled to them.18% of adults have rarely orneverbeen online
(https://www.gov.uk/government/publications/digital-landscape-research/digital-landscape-research#uk-digital-landscape). Digital by default
means thatdigital self-service is the defaultoption for people who can use it, notthe only option.

To ensure that people who are offline can access digital by defaultservices, we willofferthem ways to access services offline,and we
willprovide additional ways forthem to use the digital services. These services mustbe designed to meetuserneeds. We call this
‘assisted digital’.

We need to make sure thatgovernmenttakes a consistentapproach to providing services forpeople who have rarely orneverbeen
online. This willbe betterforusers and more efficientforgovernment.

The approachincludes arange of possible ways to provide services for people who are rarely orneveronline, depending on what the
userneeds are and how complex the service is. Forexample, forsimplertransactions with asmallproportion of users who don’tuse

online services, services may use contactcentres to provide anotherway to access the service. Formore complex transactions and a
high proportion of people who are notonline, services may use amix of face to face, phone and papersupport. Face to face support

may involve having people helping users to do theirtransaction on terminals, orauserbeing able to give their details to aperson who
willenteritinto the digitalservice on theirbehalf.

Front-line staff have avitalrole to play. They will signpost other ways for people who are notonline to access services. Private or
voluntary and community sectororganisations willalso be involved.

The GovernmentDigital Service, departments and stakeholders including Age UK, Post Office, Online Centres Foundation, Citizens
Advice, Go ON UK, Society of Chief Librarians, Digital Unite, Communications Consumer Panel, Carers UK, UCanDolT, Shelter, Shaw
Trustand Lasaworked togetheron the cross-governmentapproach to assisted digitalwhich was published in December2012. Within
government, we also worked with Arts Council England and BDUK.

The governmentpublished its approach (https://www.gov.uk/government/publications/government-approach-to-assisted-digital/government-
approach-to-assisted-digital)in December2012. Departmental digital strategies also reflect these plans.

Assisted digitalis notaboutgenerally encouraging more people to go online, orincreasing people’s skills to use digital services. This
workis covered by Action 15 (https://www.gov.uk/government/publications/government-digital-strategy/government-digital-strategy#action-15-
collaborate-with-partners-across-public-private-and-voluntary-sectors-to-help-people-go-online) on digitalinclusion, where we are collaborating
with Go ON UKin theirwork to help make the UKthe mostdigitally capable nation in the world.

Read how departments are responding to this action (https://www.gov.uk/government/publications/government-digital-strategy-action-9).

Action 10: Cabinet Office will offer leaner and more lightweight tendering processes, as close to
the best practice in industry as our regulatory requirements allow

Case study

Tim Brooks (BMJ Group) and Denise McDonagh (Home Office) talkabout how SMEs can revolutionise digital delivery. Read more
(https://www.gov.uk/government/publications/case-study-on-action-10-offering-leaner-and-more-lightweight-tendering/action-10-case-study-
offering-leaner-and-more-lightweight-tendering--2)

It will:
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e workwith departments as partof its strategic suppliermanagementfunction to maintain aforward looking pipeline of digital
work, updated quarterly - this willenable businesses to investin capability and resources appropriately

e use the existing spend controls process to encourage better pre-marketengagement, shaping specifications to take advantage
where appropriate of the market’s latest offerings and innovations

* encourage suppliers who are new to governmentto undertake any bidder training needed to lowerthe effective barrier to entry
fornew vendors, as part of the existing commitmentto ensure 25% of departmentalexternalspend is with smalland medium
sized enterprises

GovernmentDigital Service willcontinue to:

e offertrainingand awareness-raising to departmental procurementleads in supportof new procurementarrangements

In 20009, the public sectorspentaround1% of GDPon IT
(http://webarchive.nationalarchives.gov.uk/+/http:/www.cabinetoffice.gov.uk/media/317444/ict_strategy4.pdf). Departments currently rely on
afew, large systems integrators to supply theirdigitalrequirements. They can lack the in-house expertise to actas achallenging and
informed client, and this has resulted in expensive and inflexible long-term contracts which do notsupportdelivery of services likely
to meetthe forthcoming digital service standard.

However, the UKhas aburgeoning digital technology sector with awide range of highly skilled and innovative companies, including
smalland medium sized enterprises who are often unable to access the governmentprocurementmarketdue to high barriers to entry
and complex, expensive and often frustrating processes.

The need toredesign services to be digitalby defaultis an opportunity to secure greatervalue forgovernment, by changing how we
commission ourservices,developing in-house capabilities and reducing ourreliance on afew large systems integrators. Cabinet
Office has builton existing procurementreform to develop new commissioning arrangements fordigital projects
(http://gps.cabinetoffice.gov.uk/contracts/rm1043), to encourage awiderrange of bidders, including smalland medium sized enterprises.

This willbe accompanied by training and awareness raising for departmental procurementleads on the requirements forthe new
approach. To achieve this shift, there is arecognition thatwork willnotinevitably go to the cheapestbidder, butthatmore flexible
contracts with suppliers willbe explored and assessed with aview to whatlonger-term value they will bring to governmentby providing
agile and scalable solutions thatmeetuserneeds.

Anumberof new techniques may be introduced to the commissioning process to enable departments to gain adeeperunderstanding
of the capabilities of prospective suppliers. These include collaborative procurementtechniques where face to face timeis
maximised with prospective suppliers and scenarios are used to understand supplier capabilities and approaches. Anothertechnique
is the use of prototyping, where ‘model’ systems will be constructed for prospective suppliers to prove theirintegration capabilities
and technical prowess of theirstaff. Both of these methods willbe supported by fairand objective scoring.

The ICT strategy (https://www.gov.uk/government/organisations/cabinet-office/series/ict-strategy-resources) stressed the need for
governmentto procure its technicalinfrastructure - its servers, internethosting, etc- as commodity services. The framework
(http://gcloud.civilservice.gov.uk/) is an example of this shift, with over 300 suppliers offering cloud-based solutions on a pay-as-you-
use basis, withamaximum 12 months contract. The learning from the developmentof the framework will be fed into otherdigital
procurementand commissioning reform.

Read how departments are responding to this action (https://www.gov.uk/government/publications/government-digital-strategy-action-10).

Action 11: Cabinet Office will lead in the definition and delivery of a new suite of common
technology platforms which will underpin the new generation of digital services

Case study

Tim O’Reilly and John Sheridan talk the benefits of openings up governmentdatausing APIls. Read more
(https://www.gov.uk/government/publications/case-study-on-action-11-build-government-as-a-platform/action-11-case-study-build-government-as-a-
platform--2)

e the Office of the Chief Technology Officerwill explain the benefits of aplatform approach to departments and then
incorporate as appropriate inarefreshed IT strategy

GovernmentDigital Service will:
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¢ extendtherange of platforms itsupports beyond digital publishing (for GOV.UK (https://www.gov.uk/)) to datainsight, identity
assurance and furthercommon platform components

e helptodefine,develop and provide shared technology platforms to supportdigital by defaultservices

CabinetOffice willlead in the definition and delivery of arange of common cross-governmenttechnology platforms, in consultation
with departments to ensure they meetbusiness needs. These willunderpin the new generation of digitalservices. Departments will
be expected to use these fornew and redesigned services, unless aspecific case forexemptionis agreed.

We know thatourusers often find ithard to registerforouronline services, soitis vitalthatwe offeramore straightforward, secure
way to allow ourusers to identify themselves online while preserving their privacy. The Identity Assurance programme in the Cabinet
Office willcontinue to develop aframework to enable federated identity assurance to be adopted across governmentservices in due
course. Allourworkin this areais guided by the identity and privacy principles (http://digital.cabinetoffice.gov.uk/2012/04/24/identityand-
privacy-principles/) drawn up by our Privacy and Consumer Advisory Group.

The GovernmentDigital Service has also developed adatainsightplatform that willcombine arange of dataincluding analytics, web
operations and financialinformation. Using clear visualisations, itwill provide high levelperformance reports forleaders and more
detailed dataforservice managers.

Read how departments are responding to this action (https://www.gov.uk/government/publications/government-digital-strategy-action-11).

Action 12: Cabinet Office will continue to work with departments to remove legislative barriers
which unnecessarily prevent the development of straightforward and convenient digital services

o departments willidentify existing legislative barriers in theirdepartmental digital strategies

GovernmentDigital Service will:

o offerspecialistdigitalexpertise to interpretexisting legislation

Inafew areas, laws made before the digitalage can severely constrain the developmentof simple, convenientdigital services. For
example, HMRC have to provide tax coding notifications on paperratherthan by electronic channels. Cabinet Office willwork with
departments to identify these potential barriers and ways to remove them. This could mean eitherreviewing currentrestrictive
interpretations of laws passed before digitalmethods existed or,in some cases, by considering whetherlegislation needs to be
changed.The Red Tape Challenge (http://www.redtapechallenge.cabinetoffice.gov.uk/) is examining some 6,500 substantive regulations
and identifying atleast 3,000 to scrap oroverhaul. This includes finding ways to reduce burdens for businesses, taxpayers and
individuals by moving to digital methods.

Policy and legalexperts willwork closely with digital specialists and those who are responsible fordesigning services to find asolution
to any problems identified. We willhold these discussions early in each design process and continue them throughoutdevelopment
(some may also emerge duringimplementation and operationalstages). We will share the solutions widely across departments to
help with consistency and smootherjointworking.

Read how departments are responding to this action (https://www.gov.uk/government/publications/government-digital-strategy-action-12).

Action 13: Departments will supply a consistent set of management information (as defined by
Cabinet Office) for their transactional services

Case study

Richard Sargeanttalks abouthow his team have helped to define performance information atthe GovernmentDigital Service. Read
more (https://www.gov.uk/government/publications/case-study-on-action-13-management-information/action-13-case-study-management-
information--2).

e departments willbegin reporting againstdefined data-sets from April2013

e digitalby defaultservices willinclude automated collection of managementinformation
GovernmentDigital Service will:
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e sharealistof required datasets with departments by December2012

¢ helpdepartmentsto define, collect, store and presentperformance data

Service managers and decision-makers need high quality, consistentmanagementinformation to make sound decisions and help
them monitorandimprove performance.Some services collectand assess detailed performance databut mostdigital services stilldo
nothave good enough managementinformation.

Cabinet Office willestablish aconsistentsetof managementinformation measures which departments willuse, meaning they can
effectively compare performance across time and againstsimilarservices. Collection of thisinformation willbe builtinto every new or
redesigned digital service.

Reliable managementinformation makes itpossible forgood performers to be identified and given recognition. Service performance
willnotonly be bench-marked againsthistorical performance, butalso standards recognised as bestpractice.

Service performance willbe measured through aclearand consistentsetof indicators. These willinclude:
e costpertransaction: this measures whetheraservice is using acost-effective setof delivery channels and whetherusers are
choosing to use more or less expensive channels to complete theirtransaction

e usersatisfaction: this enables service managers to identify potential weaknessesin aservice and areas to focus improvement
efforts

e transaction completion rates: this may highlight possible process flaws orambiguities in the service although abandonment
measures have to be designed and monitored with an understanding of each transaction stage (forexample, identifying where

users drop outas aresultof establishing thatthey are ineligible foraservice in the course of an application)

e take-up levels: thisillustrates how rapidly users are adopting new digitalchannels and where additionalordifferentmarketing
may be useful

Read how departments are responding to this action (https://www.gov.uk/government/publications/government-digital-strategy-action-13).

Action 14: Policy teams will use digital tools and techniques to engage with and consult the public

Case study

Stephen Hale and RachelNeaman talkaboutdeveloping policy with the help of social mediaand digital consultation atthe Department
of Health. Read more (https://www.gov.uk/government/publications/case-study-on-action-14-using-digital-tools-to-engage-the-public/action-14-
case-study-using-digital-tools-to-engage-the-public--2)

e departments willincorporate plansin theirdepartmental digital strategies to listen to and understand conversations in social
media, use the insightgained toinform the policy-making process and to collaborate more effectively with partners

GovernmentDigital Service will:

e continue to offersupport, training and guidance to departments

e produce arange of case studies highlighting successfultechniques and the digital tools to enable them, to help policy teams to
engage and consultmore effectively

e keep thecivilservice social mediaguidance up to date

Transactionalservices and information are the primary focus of ourdigital by defaultapproach, butdigitalalso provides ways to
improve the broaderpolicy making process, through betterengagementand consultation. Ithas the potential to transform democratic
participation in the policy process,and improve the design of policy itself. The CivilService Reform plan
(http://www.civilservice.gov.uk/reform) states “Open policy making willbecome the default” and we willuse digital to achieve that
outcome.

We have already developed betterskills in listening and responding to public feedback through digital channels. In May 2012, social
mediaguidelines were issued to civilservants based on 6 principles —thatgovernmentshould:
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e communicate with citizens in the places they already are

e usesocialmediato consultand engage

e usesocialmediatobe more transparentand accountable
e be partof the conversation with all the benefits thatbrings
e understand thatgovernmentcan’tdo everything alone

e expectcivilservants to adhere to the CivilService Code (http://www.civilservice.gov.uk/about/values) (online as wellas offline)

Ministerforthe Cabinet Office Francis Maude said:

“

When civilservants, policy makers and service delivery units alike, open themselves to dialogue with the public they
can glean amuch betterunderstanding of the realneeds and concerns of citizens. They can keep up to date with the
latestthinking as wellas being alistening postand avenue forrealtime reassurance and information™.”

Civilservants are exploring the opportunities social media offers, whether by entering into dialogue, consulting and engaging,
improving theirpolicy making orsimply listening to people’s concerns. Forexample, Department of Health made adraftBillopenly
available forcommentonline using socialmediain July 2012. This increased openness and made it straightforward for people to
commentonindividualclauses ortopics before the Billwas introduced to Parliament. This ran alongside other offline stakeholder
engagement. The Red Tape Challenge website ‘crowd sources’ views from business, organisations and the public on which
regulations should be improved, kept‘asis’orscrapped. These comments have directly influenced the decisions to scrap or overhaul
(https://www.redtapechallenge.cabinetoffice.gov.uk/progess-to-date) over1,100 regulations (of the 2,300 examined by November2012).

Departments will train and develop policy teams to understand and use awiderrange of digitalmethods and channels. They willuse
these to engage and consult with the public on a daily basis around areas of policy development, up to andincluding formal
consultations. Cabinet Office willalso provide training to policy teams on the potential of digital by defaultapproaches as they draw up
policy proposals.

We are developing arange of case studies on successfuluse of digital policy-making tools and techniques
(http://openpolicy.demsoc.org/start-here/using-the-matrix/), supported by guidance to civilservants on effective online consultation
techniques and approaches.

Read how departments are responding to this action (https://www.gov.uk/government/publications/government-digital-strategy-action-14).

Action 15: Collaborate with partners across public, private and voluntary sectors to help people go
online

The governmentannounced anew action on digitalinclusion as partof the one yearon refresh of the GovernmentDigital Strategy.
Anna-Maren Ashford, Deputy Director for Partnerships and Digital Inclusion and Michael Windmiill, Head of Policy for Digital Inclusion,
discuss why the new action has been introduced. Read more (https://www.gov.uk/government/publications/background-on-action-15-why-
digital-inclusion-matters/action-15-why-digital-inclusion-matters)

Departments will:
e appointaseniordigitalinclusion lead accountable to theirdepartmental digital leader where ithas been agreed with
GovernmentDigital Service (GDS) that this is relevantto theirbusiness

e agree theresourcing they will provide to the cross-governmentdigitalinclusion team basedin GDS, which will collaborate with
partners across public, private and voluntary sectors

e build digitalinclusioninto policy making and use governmentdigitaland assisted digital services to help people go online

GDSwill:

e publishasetof digitalinclusion principles by early 2014

e workwith departments and partners to agree ourapproach to digitalinclusion and publish adigitalinclusion strategy in spring
2014
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e collaborate with governmentand cross-sector partners to establish and support programmes thathelp those who are digitally
excluded

e evaluate, monitorand share whatworks

The governmentcannottackle digitalexclusion alone. Ourapproach to assisted digital
(https://www.gov.uk/government/publications/government-digital-strategy/government-digital-strategy#action-9-there-will-be-a-cross-
government-approach-to-assisted-digital-this-means-that-people-who-have-rarely-or-never-been-online-will-be-able-to-access-services-offline-and-
we-will-provide-additional-ways-for-them-to-use-the-digital-services) will provide 1 way for departments to help people go online, but
accessing governmentservicesis farfrom the only motivation.

Digitalinclusionis abouthaving the rightaccess, skills, motivation and trust to confidently go online. The challenge is notconfined to
individuals; digitalexclusion can apply to some businesses orvoluntary, community and social enterprise organisations.

Empowering people to go online can help tackle widersocialissues, supporteconomic growth and close equality gaps. To do this we
will collaborate and build better, stronger, more sustainable partnerships between the public, private and voluntary sectors. We willdo
this togetherwith Go On UK (http://www.go-on.co.uk/) who will provide 1 of the links between governmentand non-government
partners.

Departments and devolved administrations have already appointed aseniordigitalinclusion lead where relevantto theirbusiness.
They willembed ways of helping people go online into programmes and policy making and help remove the barriers that people face.
This willinclude building digitalinclusion into digitaland assisted digital services.

We will publish agovernmentdigitalinclusion strategy in Spring 2014 setting outthe jointactions we will take with cross-sector
partners.

Action 16: Help third party organisations create new services and better information access for
their own users by opening up government data and transactions

Departments willwork with GovernmentDigital Service (GDS) during 2014 on cross-governmentdiscovery work to understand user
needs and the approaches and standards required to supportthem.

By March 2015, GDS will:

¢ undertake developmentworkon GOV.UKto make allinformation held on iteasily reusable
e worktoachieve Open Data Institute certification

¢ identify tools to simplify the publication of common governmentdataformats

In her2010 reportto Francis Maude (https://www.gov.uk/government/publications/directgov-2010-and-beyond-revolution-not-evolution-a-
report-by-martha-lane-fox) on whatneeded to be done by the governmentto move to digital by default, Baroness Lane-Fox emphasised
the need to move to a ‘service culture’, putting the needs of citizens ahead of those of departments. She said this increase in focus on
endusersshouldinclude opening up governmenttransactions so they can be delivered easily by commercialand not-for-profit
organisations, and putting information whereverpeople are on the web, by syndicating content.

Our Digitalby Default Service Standard already guides services towards offering high-quality application programme interfaces
(APIs), allowing departments to integrate services, and make these available to third parties. Some of our services already use them,
and are featured elsewhere in the Strategy; forexample, HMRC’s APIs thatenabled accountants and software providers to integrate
filing tax details and com pany accounts (https://www.gov.uk/government/publications/case-study-on-action-6-encouraging-third-parties-to-
develop-services-on-top-of-our-apis/action-6-case-study-encouraging-third-parties-to-develop-services-on-top-of-our-apis--2) and the National
Archives database of legislation (https://www.gov.uk/government/publications/case-study-on-action-11-build-government-as-a-platform/action-
11-case-study-build-government-as-a-platform--2). However, we need to move beyond this to make this approach a core part of ourdigital
service transformation thinking and processes from the very beginning.

If we do this, there are many potential benefits to governmentand users alike:

¢ the HMRC example mentioned above means thatbusinesses only have to file information once foruse forboth taxand
company accounting purposes, which is more convenient, saving them time and duplication of effort

e DVLA are working on providing simpler, clearer, fasterservices to the insurance industry to allow them to verify the information
provided during insurance sign-up. This reduces riskforthe industry and provides drivers with more accurately calculated
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insurance

e we cangetinformation more easily and naturally to people, in places they are likely to be more receptive toit, ratherthan having
to persuade them to visitagovernmentwebsite; the FCO traveladvice pages on GOV.UK (https://www.gov.uk/foreign-travel-advice)
offeran API, enabling thisinformation to be made available through travelcompany and generaladvice sites

e comparing various sources of datathatgovernmentholds can help increase theiraccuracy - we only do this with stringent
privacy provisions in place;in building the new Individual Electoral Registration service, using APIs allows data comparison
between nearly 400 electoralregisters and DWP records which provides increased confidence to electoralregistration officers
on each registration and should increase public trustin the integrity of the electoralsystem

As afirststep, we’lldevelop GOV.UKto make allinformation held on iteasily reusable, seek Open Data Institute certification
(http://theodi.org/news/new-certificates-launched-help-everyone-discover-understand-and-use-open-data) for the site, and find ways to make
the publication of common dataformats simplerand easier, linked with the work being undertaken through the Open Standards Board
(http://digital.cabinetoffice.gov.uk/2013/09/27 ffirst-open-standards-selected/).

In the meantime, we willundertake further work with users during 2014 to understand what will be especially valuable to make
available to them in this way. We’llalso explore any concerns they have aboutissues such as privacy or trustworthiness of services
claiming to be provided in partnership with government, so we take accountof these in designing our future approaches.

Depending onthe outcomes, we’llthen lookto selectafew services to work with to build prototypes and pilot APluse. Thatway we’ll
betterunderstand the challenges and opportunities that this approach offers, can share this learning with people transforming digital
services, and potentially identify usefulcommon standards and formats forelements of APIs foruse across government.

Once we have the insights we need, we’ll provide clearadvice and guidance through the GovernmentService Design Manual
(https://www.gov.uk/service-manual) and clarify and strengthen whatwe expectnew and redesigned services to have done in this area to
achieve Digital by Default Service Standard (https://www.gov.uk/service-manual/digital-by-default) accreditation.

Annex 1: Glossary

Glossary

Agile

An approach where projects and products progress and develop in incrementaliterations. The productworks from avery early stage,
soimprovementcan be made based on realuserfeedbackand testing.

API

An application programminginterface (or API) is away of making information available to otherdevelopers foruse in tools and
services. APIs allow developers to use information quickly and easily, and help to ensure thatthey can access datain the mostefficient
way available.

Digital

By ‘digital’, we meaninternet-enabled;such as desktop, laptop, tablet, mobile or digitaldevices notyetinvented.

Executive board

An ‘executive board’ will typically be asub-committee of the departmentalministerialboard and may also be referred to as
‘managementboard’ or ‘executive committee’. Departments willensure thatthere is engaged leadership atsufficiently seniorlevel to
make service transformation possible.

Information services

Information services coverthe publishing of information to help citizens and businesses in theirengagementwith government. For
example,in August2012, one of the mostvisited informationalpages on Directgov listed the dates of forthcoming public holidays.
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Small and Medium Sized Enterprises

Smalland medium sized enterprises (or SMEs) are defined by the European Commission as enterprises which employ fewer than 250
persons and which have an annualturnovernotexceeding €50 million and/oran annualbalance sheettotalnotexceeding €43 million.

Systems Integrator

A systems integrator (or Sl) is an individualor business that builds computing systems forclients by combining hardware and software
products from multiple vendors and ensuring thatthose subsystems function together.

Transactional services

Transactionalservices include interactions with the government, from booking driving tests and filing tax returns to settingup a
company and applying forapublichouse licence: everything which involves sharing information, requesting services, buying goods,
asking forpermission, or paying money.

Annex 2: Service transformation

Government Digital Service transformation team

The transformation team works with departments, agencies, non-departmental public bodies and arms length bodies on theirdigital
transformation projects. It helps establish whatdepartments do, who departments do itfor, legacy challenges, in-house digital
capability and savings opportunities from channelshiftand technology replacement. It supports them using eitheraco-delivery or
consultancy model.

The main objective is to provide user-focused, costeffective and maintainable digitalservices.

Deliverables

¢ implementation of controls and governance fordigital transformation projects

e assessmentand approvalof departmentaldigital projects

e detailed feasibility and direction-setting

e building and supporting departments digital capability

e establishinganew governmentsupplierchain fordigital services using smalland medium sized enterprises

¢ managing delivery and benefits realisation

Governance and controls

e GovernmentDigital Service operates asetof controls for Cabinet Office to control spend on digital projects and initiatives
e these are managedin conjunction with departments through the Digital Leader Network

e propositions are formally submitted to and reviewed by the transformation team, with collaboration from the submitting
department

e 2formalboards controlthe approval of recommended approaches, spend controlexercise and Efficiency and Reform Group
widerapprovalwith IT Reform Group and Commercial Models Team

e allpropositions mustdeliveruservalue and financialsavings
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Transformation programme governance

ERG Digital Board

ERG Digital Board
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Assessment criteria

Departmental propositions are assessed atdifferentstages of the process butacommon theme runs throughout:

e whatis the departmenttrying to do?

e whoare theydoingitfor?

e whatis the investmentand savings opportunity?

¢ whatconstraints do we face (people/process/technology)?

e how willwe measure success?

whatfactors are critical to success?

Given the above,arecommendationis putforward.

Departments are encouraged to use the same assessmentcriteria during theirown service proposition (portfolio) management
process.

An example of an existing departmental proposition managementprocessis given below.
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Annex 3: Guidance on how to identify departmental priorities

Departments willbe responsible forhow they plan the redesign of theirservices.
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|
|
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Departmentaldecisions on priorities fordetermining the orderthatservices come forward forend-to-end redesign will therefore vary
according to circumstances and opportunities, but prioritisation could be based on any of the following:

¢ highvolume, highimpactprocesses where improvements willbenefitalotof users rapidly

e quickwins,where there is opportunity to do ashortsharp piece of work to transform aservice (orimportantaspects of it)

e serviceswhere ahigh proportion of potentialusers are already online, providing opportunities to achieve high digital take-up

rapidly

e breaks in contractprovision, where achange offers an opportunity forare-appraisal of whatis delivered and how

e aservice currently perceived as problematic or ‘failing’, where a transformational redesign willreduce user frustration or

operationalinefficiencies resulting in savings

e ‘greenfield’ opportunities to introduce new digitalservices

e opportunities orinter-dependencies within or between departments to provide more holisticand connected services to users

(digitalleaders and Government Digital Service will actively look for such opportunities as plans are drawn up)
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Annex 4: Description of a digital leader’s role

A new digitalleaders’ network was established in early 2012 to drive forward the digitalagendaacross government. The networkis run
by the GovernmentDigital Service and is made up of adepartmentaldigitalleaderfrom each main governmentdepartment, plus
digitalleaders from each of the devolved administrations. A draftjob description was reviewed atthe digitalleaders’ meeting on 27
March 2012. ltwas amended following the meeting to include aspecificjob description to reflect the slightly differentrole of the
devolved administration members.

Digital leader profile

e Board/executive team member
e Director General/Executive Director level
e Experience of leading large scale transformation programs inside/outside government

e Digitally aware and willing to learn from internaland externalleaders

Digital leader role (excluding devolved administration representatives)

e toactasthe single pointof contactforthe department’s strategicinteractions with Government Digital Service - including co-
ordinating digital activity for departmentalagencies, arms length bodies and non-departmental public bodies

e toco-ordinate,directand lead those involvedin the digitalagendaacross the department

e topromote and encourage take-up of digital by default within the department, with stakeholders and customers, using the
Digital Advisory Board forsupportwhere appropriate

e toactively participate in the developmentof the governmentdigital strategy in supportof Government Digital Service
e toco-create the departmentaldigital strategy to provide the strategic contextforthe department’s digital activities, in line with

the widergovernmentdigital strategy - within this context, to agree adigitalroadmap setting outthe department’s digital
service plans overthe Spending Review period, and to:

e ensure the departmentaldigital strategy and roadmap are embedded in the department’s business planning process

e workwith GovernmentDigital Service to develop appropriate benchmarks and indicators to demonstrate the changing
outcomes ‘on the ground’ through delivery of the departmental digital strategy and roadmap

e ensure the departmenthas the necessary skilled and knowledgeable staff required to deliver the departmental digital
strategy and roadmap

e overseedelivery of the departmentaldigital strategy and roadmap; supporting and ensuring the necessary project
approvalprocesses are followed, monitoring and reporting on progress, identifying and mitigating risks, etc

e toactively participate in digital leaders’ network meetings, sharing good practice and learning. This group willalso provide the
strategic governance mechanism forthe new GOV.UKsingle domain

Digital leader role - devolved administration representatives

e toactasthe lead pointof contactforthe devolved administration’s strategicinteractions with Government Digital Service. This
alsoincludes seeking to ensure thatdevolved administration delivery partners and the wider public sectorin Scotland, Northern
Ireland and Wales are aligned to devolved administrations’ approach to the UKgovernment’s digitalagenda

e toco-ordinate and provide aleadership role to those involved in the digitalagenda across Scotland, Northern Ireland and Wales

e topromote and encourage take-up of the devolved administrations’ approach to the UKgovernment’s digitalagenda, with
stakeholders and customers

e toactively participate in the developmentof the UKgovernmentdigital strategy in supportof GovernmentDigital Service
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¢ toprovideinformation on the devolved administrations’ digital activities to supportthe developmentof the UKgovernment
digital strategy, and also to:

e workwith the digitalleaders’ network to ensure thatdepartmentaldigital strategies reflect the needs and requirements of
Scotland/Northern Ireland/Wales (including the Welsh language)

e workwith GovernmentDigital Service to develop appropriate benchmarks and indicators to demonstrate the changing
outcomes ‘on the ground’ achieved through delivery of the UKgovernmentdigital strategy

e toactively participate in UKdigital leaders’ network meetings, sharing good practice and learning; this group will also provide the
strategic governance mechanism forthe new GOV.UKsingle domain
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