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THE REVOLUTION  
IS HERE
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21st century services have  
changed our lives
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Public services  
are *beginning*  
to do the same
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We have to  
do better…BUT WE HAVE TO  
DO BETTER - THE 
GAP IS WIDENING
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Transformation is *so* five years ago

 39   

Tweaks, transactions and 
transformation
Bristol council is ahead of many local authorities 

in its approach to digital having a tech delivery 

team (within the change team) that are applying 

the Government Digital Service principles to the 

way they work and are adopting an agile and 

open development approach to the way that 

they are building technology 

Looking at the work that is underway as part of 

the council’s change programme and technical 

delivery workstream, it is clear that much of 

the work has been focused on making tweaks 

to council services and transactions to realise 

efficiency savings within the council. More 
complex technical projects are already on the 

roadmap for delivery including for example 

evidence handling and verification, which should 
realise substantial savings for the council, as it 

currently takes up to 47% of staff time in the CSP. 

However we argue that purely by looking from 

a bottom up perspective, i.e. at the data from 

transactions and customer service contact (CSP 

and CSC), that the council is missing a much 

bigger opportunity to make significant savings 
through better joined up public services across 

Bristol. For the city to become a platform and to 

of its citizens and the complexities of their 

interactions with a range of agencies. This will 

lead the council to understand the opportunities 

and significant efficiency savings that early 
intervention, stronger partnership working and 

better technology will help them to realise and 

really put ‘citizens in the driving seat’. 

A change of perspective

Creating a platform: from improvements to transformation.

TRANSFORMATIONAL
Explaination

TRANSACTIONAL

TWEAKS AND IMPROVEMENTS

TRANSFORMATIONAL
( Financial vulnerability )

TRANSACTIONAL
( Housing Benefit service )

TWEAKS & IMPROVEMENTS
( Application forms )

deliver its vision for customer experience across 

Bristol, the council must take a user design led 

and multi-agency view of the citizens journey 

through public services. 

Bristol council needs to flip their view of the 
customer by taking a more holistic and user 

design led approach to understand the needs 
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Here’s why.
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Uber doesn’t come for Margaret in rural Suffolk
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CHOOSE YOUR 
FUTURE



SO LET’S THINK 
ABOUT HOW WE 
GET THERE…



Designing public services for the digital age 14

 SERVICE 
DESIGN

 PRODUCT 
DESIGN

 ORGANISATION 
DESIGN

An integrated (re)design approach
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UNDERSTAND TRIAGE DESIGN

• Vision 

• Place  

• Role of council 

• Constraints

• Service reviews 

• Journey design

• Business model 

• Incubation 

• Specification 

• Service Design 

• Prototype

• Provide 

• Spin out 

• Invent 

• Commission
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TEST/DELIVERY

4

Through a scaleable approach to change



THE CUSTOMER 
EXPERIENCE IS 
EVERYTHING:  
EXTREME ORGANISATION REDESIGN



Customer 
Services

Multi-agency complexity

There is no front and back office, just end to end 
customer experience and services

Customer experience



Designing public services for the digital age 18

It’s not about websites 

It’s not about transactions 

It’s about reinventing 
organisations



GETTING STARTED
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For the newbies:  
Demonstrator projects

Coventry City Council | Customer Service 50

Co-creation with front-line staff
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For those rethinking their change programme: 
Innovation Labs 

FROM SURVIVING TO THRIVING

Late last year, FutureGov, Lewes District Council and its 
local partners kicked off a project to look at how Lewes 
might better help people who are struggling financially, 
particularly in the light of on-going welfare changes.

Since then, project team spent an insightful couple of 
months in Lewes talking to frontline staff, community 
advocates and, most importantly, people from low-income 

households who are struggling financially and in need of 
new forms of support to help them to make a step change 
in their circumstances. We looked at how people are 
coping in the current financial climate: Where are they 
feeling the pinch? How effective is the support on offer? 
What can be done to mitigate the challenges they are 
facing?
The full report can be found at http://bit.ly/11QW7gB 

FUTUREGOV

DEVELOPING NEW WAYS OF SUPPORTING THE FINANCIALLY VULNERABLE

ID
EAS PIPELINE

SU
PP

ORTED PROJECTS

CO
RE

 P
ROJECTS

IDEAS PIPELINE
OPEN CALL FOR IDEAS
SIMPLE.CO CHALLENGES

HACKATHONS

CORE PROJECTS
IDEAS LAB
POP CASH

MONEY MANAGEMENT
CAB MENTOR SCHEME

SUPPORTED PROJECTS
FOOD + LAND SHARING

LIFT-SHARING
HERETO

IDEAS
LAB COMMUNITY 

ORGANISER
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For the digital organisation:  
Embedded capability and capacity



SOME EXAMPLES



Presentation Title:  Presentation Subtitle

Patchwork + reinventing case management

120  
Agencies 

6000 
Clients
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Designing out social isolation through food

8000 
UK volunteers



Show and Tell

New income streams for SEN Transport

£250k  
per year
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Redesigning services for young people in Salford

need a tameside example or possibly Sophie in 
Salford

30 
young people 

5 
Business ideas



HERE’S HOW TO 
GET STARTED
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Assess your 
organisation’s 
(digital) maturity and 
change readiness
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Think about what  
you need - pick the 
right approach for 
you
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Make something - 
show people what  
the future looks  
like



THIS IS 
URGENT.



WE LIVE IN 
TROUBLING TIMES



A pivotal 
moment to 
choose the 
kind of 
place we 
want to be



REMEMBER 
WHY YOU DO 
THIS
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DO IT FOR 
MARGARET



NEVER 
EVER 
GIVE UP.


