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The next normal of public services

Source: IDC EMEA, European Industry Acceleration Survey, April 2021; number of government respondents = 66

Governments around the globe will play a central role to 
reimagine economies and societies. They must help foster 
innovation-driven jobs and growth, sustainable development, 
safe and livable cities and communities, and people well-being, 
so that societies become more equitable, resilient to shocks, 
and sustainable against long-term stresses such as climate 
change. 

A common trait of forward-thinking government leaders 
is citizen-centric digital innovation. Governments are 
embracing innovative digital technologies to empower civil 
servants to make intelligent, collaborative, transparent policy 
decisions, and deliver seamless, user-centric services, so that 
citizens and businesses can enjoy the benefits of a more 
resilient, inclusive, and dynamic economy and society. 

Government executives plan to invest in modern digital 
services, reliable connectivity, digital skills, and cloud 
migration to accelerate the path to the future of efficient, 
trusted, highly responsive, inclusive, and convenient 
public services that are centered on users’ needs, 
preferences, and life events.

Top 5 digital 
initiatives 
that European 
governments 
plan to fund with 
national and EU 
recovery packages

53%

52%

50%

50%

47%

Modernizing digital services for citizens

Digital connectivity/broadband upgrade

Staff digital skill upgrade

Adopting clean tech

Cloud migration and adoption

Innovation-
driven jobs 
and growth

Diverse and 
inclusive society

Net-zero economy 
and resource 
conservation

High-quality 
health and well-

being for all

Safe 
communities

Life-long 
learning

Convenient, 
affordable, 

safe mobility

Livable and 
prosperous cities

High-yield, green 
agriculture

Resilient, 
high-yield 

infrastructure
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U.K. government races to close the gap to the next normal

Transformational programs such as 
G-Cloud, the Digital Marketplace, and 
the Government Digital Service’s service 
design standards and principles have been 
considered trailblazers by public sector 
leaders worldwide. 

This systematic approach to innovation has 
enabled the U.K. government to improve 
citizen experience and enhance resilience 
when faced with the combined challenge 
of COVID and completing the exit from the 
EU (though this often came at the price 
of steep consultancy and temporary staff 
costs).

The journey is not over. The UN 
egovernment ranking indicates that the 
U.K. led the way in digital transformation 
five years ago, but since then its 
performance has deteriorated. The U.K. 
Institute of Customer Service’s 2021 
Customer Satisfaction Index also indicates 
that satisfaction with public services at the 
national level has improved since 2020, but 
still trails other industries such as retail, 
automotive, banking, real estate, insurance, 
and tourism.

President Barack Obama in a letter to 
Mike Bracken, Executive Director of the U.K. 
Government Digital Service and Chief Data Officer, 
July 2011 to October 2015

UN egovernment 
ranking 2014

UN egovernment 
ranking 2016

UN egovernment 
ranking 2018

UN egovernment 
ranking 2020

Jim Harra, HMRC Chief Executive
NAO 2016 report on use of consultants and 
temporary staff

Congratulations on the 
outstanding work you have 
done with the Government 
Digital Service. I trust you take 
pride in the difference you 
have made thus far, and I wish 
you all the best.

One of the reasons why we’ve 
been able to implement them 
[COVID response measures] 
so fast is that implementation 
was built into the design of the 
policy — and for these schemes 
to achieve their objectives, 
they had to be delivered fast, 
otherwise they wouldn’t have 
worked.

Used well, consultants and 
temporary staff can be an 
important source of specialist 
skills and capabilities for 
departments that need to 
transform how they do business. 
But such specialist staff can be 
expensive, costing twice as much 
as their nearest permanent staff 
counterpart.

UN egovernment 
ranking for the 
U.K.

8th

4th

7th

1st
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U.K. government needs to catch up with other industries when it 
comes to maturity of customer-facing capabilities by embracing a 
citizen-centric paradigm

Source: IDC EMEA, European Industry Acceleration Survey, April 2021; number of government respondents = 142 (19 in the U.K.)

Maturity of customer-facing processes Transitioning to 
a people-centric 
paradigm

SYSTEM 
CENTRIC
Application design 
and development 
is focused on 
optimizing 
engineering of 
siloed systems

SERVICE 
CENTRIC
Application design 
and development 
is focused on 
joining up service 
experiences

PROCESS 
CENTRIC
Application design 
and development 
is focused on 
optimizing internal 
process efficiencies

CITIZEN 
CENTRIC
Application design 
and development is 
focused on making 
the user experience 
seamless, based 
on individual 
preferences and 
circumstances

3%
23% 16% 16%22%

32% 42% 46%
19% 26% 26%30%

Opportunity to 
catch up with other 
industries in the U.K. 
and European peers

Tom Reid, Chief Executive, Government Digital Service

There are really good digital services that have been built across government by 
digital specialist teams in agencies and departments. On the flipside, I think there’s a 
risk that we’ve declared victory a bit too early. For every amazing digital service that 
we talk about, like not having a tax disk or renewing your passport [digitally], there 
are probably 50 or 100 that still require the user to have a printer, visit a post box, or 
use a fax machine. We’ve identified 4,000 services in central government alone that 
require downloading a PDF. There’s a lot still to do.

Manual processes based 
on email and phone 

communication

Reliable sales and customer 
support systems, but we 

use standardized customer 
interaction flows across 

selected customer

We build and execute 
customer journeys based 

on advanced analytics and a 
360-degree customer view

We dynamically optimize and 
personalize customer journey 

options, and fully automate 
selection and delivery of services

U.K. financial services industry

Average across European governments

U.K. government industry
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U.K. government investments in data-driven capabilities and 
intuitive citizen account management are part of the journey 
toward a citizen-centric mindset

Source: IDC EMEA, European Industry Acceleration Survey, April 2021; number of government respondents = 142 (19 in the U.K.)

Government plans to invest in digital technologies
The U.K. government’s digital investment 
priorities are going above and beyond front-
end digital services. They are addressing data-
driven case collaboration across departments 
and enabling a 360-degree view of the citizen, 
through new services such as GOV.UK Accounts.

U.K. government industry

Average across European governments

74%

32%

62%

63%
53%

53%

53%

58%

Data sharing and exchange

Data-driven case work

360-degree citizen view/account

Omni-experience citizen engagement
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To complete the journey, the U.K. government’s digital service 
innovation must include three pillars of citizen centricity

U.K. government departments must embark on the next wave of digital public services that bridges the gap between the 
vision and reality of the citizen-centricity paradigm by:

Elevating digital service capabilities from one-off transactions to relationship management that bring together all touchpoints 
along the citizen/business experience journey

Building a 360-degree account of the citizen/business to eliminate duplication and enable collaboration across departments, 
while treating sensitive data in a trusted and transparent manner

Delivering 360-degree customer intelligence to automate case workflows and empower expert civil servants to proactively offer 
personalized advice on the best programs and services, based on customers’ life events, values, preferences, and usage patterns
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But IT budget is tied up in legacy, and tech skills are hard to find, 
resulting in innovation backlog

Source: IDC EMEA, Future Enterprise Resilience Survey 2021, internal, Wave 3, April 5–16, 2021; number of government respondents = 44; IDC EMEA, European Industry Acceleration Survey, April 2021; number of government respondents = 142 (19 in the U.K.)

The legacy trap The skill gap

Executing on that vision requires government executives to close the gap 
between the strategic importance of citizen-centricity and the reality of 
executing it, by overcoming challenges like legacy systems and processes, 
siloed governance, bureaucratic procurement, and risk-averse culture.

74% of U.K. 
government 

executives expect to 
spend the same or more 
on IT in 2021 than in 
previous years.

89% of European government 
executives think it will be 

moderately to highly difficult to acquire 
them in the next 6 months.

European government executives believe cloud, data/analytics, 
app development, cybersecurity, and collaboration are among 

the top 10 skills to be acquired.

European government 
executives estimate they 
are 8 months behind 
schedule, due to skill gaps.

38% of IT budget 
is tied to 

maintaining existing 
systems and a further 26% 
is committed to completing 
projects started before 
COVID, so only 36% is 
left for net new innovations.

They cannot afford to build 
expensive DevOps teams that 
increase the risk of creating 
tomorrow’s legacy.

They need to make strategic technical, 
organizational, and sourcing decisions that deliver 
modular, reusable, reliable software and service 
components that will help clear the backlog. 

BUT BUT

House of Commons Public Accounts Committee 
HMRC Performance 2019–2020 report

HMRC told us that it spends too much 
of its IT budget on maintaining its legacy 
estate and not enough on investment for 
the future and modernization.
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Accelerating delivery of new services while dealing with those 
resource constraints will require government executives to remove 
bottlenecks

Source: IDC EMEA, AccAD Survey WE, September 2020; number of respondents — total across industries = 429, government = 31

European government top tech bottlenecks for application delivery

Governments need 
solutions that:

European average across industries

Average across European governments

42%

48%

34%
42%

40%
39%

58%

58%
68%

68%

Testing and QA 

Manual processes

Business integration

Release management

Access to adequate and relevant skills

Comply with government standards and 
certifications to speed up procurement, 
development, testing, and QA

Deliver off-the-shelf, open integrations and are 
extensible with partner applications to automate 
business processes

Make the cost and timing of upgrades and 
maintenance predictable

Are built on low-code/no-code platforms that 
reduce the need for expensive, hard-to-find skills



An IDC InfoBrief Sponsored byCopyright IDC 2021 IDC #EUR148092421 9

Cloud-native platforms empower the shift to a citizen-centric 
paradigm

U.K. government leaders that want to successfully 
deliver on a vision of transparent, non-intrusive, 
equitable, seamlessly accessible public services that 
make bureaucracy invisible and use taxpayer money 
wisely must empower digital development directors and 
managers to take a new approach to developing the next 
generation of digital services. 

The approach to this next generation of digital, 
citizen-centric services can happen only if the public 
sector realizes the benefits of platform-enabled 
innovation by:

Transforming 
technology 

architectures

Transforming 
organizations

Transforming 
engagement 

with the supplier 
ecosystem

Source: IDC EMEA, European Industry Acceleration Survey, April 2021; number of U.K. respondents = 271 (19 in government)

The U.K. government’s G-Cloud program was a powerful catalyst 
for cloud, but there is still a gap relative to the private sector

18% 16% 22% 26%
43%

37% 37% 30%
20%

32%

11%
3% 0%5%0%

Opportunity 
to catch up, 
particularly with 
other industries 
in the U.K.

We do not make 
use of cloud 

infrastructure or 
platforms

External clouds are 
used by marketing to 

host our corporate 
website

Data-rich digital 
applications are run 
on external clouds; 
our core business 

is run on traditional 
systems

We have modernized 
and migrated our 
core systems to 

cloud so they share 
data with digital 

applications

All of our 
applications run on 
a consistent cloud-
centric architecture

U.K. financial services industry

Average across European governments

U.K. government industry
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Transforming the technology architecture

From … … to

Citizen 
experience UI compliant with GDS service standards to be deployed on GOV.UK

Enabling omni-channel service journey, interoperable with 
GDS services like Notify.Gov and Pay.Gov and legacy back-end 
systems, to make the bureaucracy invisible for citizens

Business 
capabilities

Vertically integrated and custom built to deliver features and 
functions that are specific to a government program/service

Modular, configurable, reusable components to enable service 
and program leaders to rapidly respond to emerging 
citizen needs and new regulation

Data architecture Siloed, duplicate, and requiring a dedicated ETL layer to run ex-post 
program performance analysis and reports

Delivering a 360-degree view of the citizen through secure, 
open data sharing across multiple sources and embedding real-
time decision support into the business processes

System development 
and management

Best-of-breed tools are used for application development, system 
security, consistent UI design, documentation and maintainability of 
the code, and performance management across siloed infrastructure 
that is costly to scale

Automation embedded in the platform to enable agile and 
efficient development, deployment, and observability across 
hybrid, multicloud environments, enabling developers to extend 
the platform with best-of-breed capabilities

Security Bolted-on patches and cumbersome access management Designed for resilience and intuitive user access

Source: Joanna Davinson, at The Future of U.K. Digital Government Forum, organized by the Institute for Government

We’ve also got to address the technology infrastructure, really modernize that and 
focus on how we implement a hybrid cloud environment for everything, develop 
a much more modular approach to how we architect, reduce legacy tech debt and 
cyber risk, but also enable interoperability and data exchange that really maximizes 
our flexibility and our agility to respond.

Source: Quote from government IT leader

If we can develop new platforms that span across 
the silos of needs and rebuild, for example, a 
common data platform or a common approach to 
doing citizen facing services, I think we’ll create 
less legacy ourselves.
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Transforming the digital service development organization

From … … to

Structures Struggling to appropriate funds to replace waterfall with project-
centric scrum teams that end up operating in islands

Sharing expertise across government through competence 
centers that apply architectural discipline and standards to 
continuously iterate innovation

Skills Digital service design focused and fragmented across development 
languages

Nurturing platform architecture skills that will empower digital 
and IT teams to embrace emerging tech, such as microservices, 
edge, AI/ML, and DLT

Culture
Trying to eliminate risks, through build-first mindset that leads 
to slow and costly responses to new and/or larger-scale service 
requirements

Leveraging low-code tools to empower service and program 
executives to embrace technology-enabled business 
innovation, in both front and back office

Source: Quote from former U.K. central 
government CIO/CDO

Source: Quote from U.K. central 
government IT leader

Source: Government Technology 
Innovation Strategy

Source: IDC EMEA, AccAD Survey WE, September 2020; number of respondents — total across industries = 429, government = 31

IT and digital leaders should not 
look to build a bigger DevOps team. 
They should focus on the next big 
thing that can unleash business 
innovation; then ensure that these 
technologies are implemented in a 
secure, efficient, interoperable, and 
disciplined manner that empowers 
continuous iteration.

The world is ever-changing, so don’t lock 
yourself in with making things somehow 
bespoke and designing cottage 
industries. Really try to think ahead 
and for the future because I think so 
often we spend such a long time trying 
to build potential solutions that by the 
time they’re ready they’re almost legacy 
systems in their own rights.

To capitalize on 
the opportunities 
presented by emerging 
technologies, we need 
to continue to develop 
our workforce and 
recruit and retain 
people across a range of 
disciplines.

Top 5 critical technology skills to hire or 
develop in the next 6 months

Government executives have more urgent need 
than their private sector counterparts to hire 
cloud application and automation skills

Government

Average across industries

Cloud 
applications

Automation Artificial 
intelligence/

machine learning

Cloud 
infrastructure

Data 
management

39%
29%

21% 21% 20%25% 26% 21% 20% 22%
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Transforming engagement with the supplier ecosystem

From … … to

Capability 
sourcing

Locked into best-of-breed open source and perpetual licensed 
product suites that drive up total cost of ownership

Leveraging less technical tools that allow for more broad-based 
access, faster onboarding, and reusable services available across 
government to future proof the ability to respond to and scale 
emerging needs, while making a difference now

Capacity sourcing
Dichotomy between lock-in into all-encompassing, long-term 
outsourcing contracts and costly acquisition of specialist contractors 
to complement internal skills

Engaging global technology companies and academia to nurture 
software engineering and technical architecture skills — across 
civil service and SMEs — that can be dynamically orchestrated to 
explore and scale innovation

Sourcing KPIs Lowest price and compliance with technical specifications and SLAs
Joint responsibility for outcomes, like operational efficiency, 
service responsiveness, social inclusion, and citizen satisfaction

Source: Quote from IT leader in a government department

We need platform players that can deliver plug-and-play 
solutions, so that we can choose the best ones to fill the 
gaps, while seamlessly integrating digital services end to 
end and incrementally migrating from legacy.

Source: Quote from interview with Solution Junkies (a digital-native SME)

Some of the components that we have developed would have taken us 
three to five times longer. Working with a platform saves us so much time 
by automating tasks such as out-of-the-box API-centric integration, QA, 
and release management that we can focus on delivering business value.
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Government executives should embrace scalable, cloud-native 
platforms to empower IT teams to deliver the next-normal of digital 
public services at pace

Automate development and deployment and manageability 
with a modular, configurable open platform, to future proof 
digital service innovation while ensuring a reliable and 
scalable operational performance

Drive change from 
the bottom up, by 
understanding how 
automation can change end-
to-end citizen relationship 
management, case 
management, and cross-
departmental collaboration

Embed intelligence into 
business processes, so that 
expert civil servants have 
a 360-degree view of the 
citizens to make decisions 
quickly and focus their time 
on value-adding citizen 
experiences

Create competence centers to scale investment in platform 
tools and skills that can drive innovation across agencies 
and services by reacting quickly to emerging business and 
regulatory requirements to empower digital and IT teams to 
dedicate more time to innovation

Transparently engage global technology companies and 
SMEs to future proof the ability to respond to and scale 
emerging needs while making a difference now

Embrace off-the-
shelf, cloud-native 
platforms

Accelerate 
citizen-
centric service 
innovation

Empower 
data-driven, 
collaborative 
decision making

Invest in platform 
capabilities and 
capacity

Collaborate with 
the ecosystem
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IT teams that embrace cloud-native platforms will deliver the three 
pillars of citizen centricity

… elevate digital service capabilities from one-off transactions to relationship management that brings 
together all touchpoints along the citizen/business experience journey

… build a 360-degree account of the citizen/business to eliminate duplication and enable collaboration 
across departments, while treating sensitive data in a trusted and transparent manner

… deliver 360-degree customer intelligence to automate case workflows and empower expert civil servants to 
proactively offer personalized advice on the best programs and services, based on customers’ life events, values, 
preferences, and usage patterns

EFFICIENTLY AND 
EFFECTIVELY 

SECURELY AND 
RAPIDLY

INTUITIVELY AND 
PROFICIENTLY 
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Salesforce Citizen 360 for Government

Government IT priority: “provide better 
public services for less cost”

Message from the Sponsor

Build applications to government 
service design standards 

Open standards integration with 
internal and external data sources

Seamlessly connect GOV.UK Account, 
Pay, Notify, Verify services 

Salesforce Evergreen — use open 
languages, tools, and technology

Thousands of pre-built applications 
and components from the 
AppExchange

Low-code/no-code platform — build 
apps without heavy DevOps burden 
and cost

Remove the unknown cost 
of application upgrades and 
maintenance and drive down TCO

Pace and efficiency • Integration, AI, and automation • Retain department control
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