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Welcome to the Summer issue of 
our ‘Whitehall Matters’ newsletter. 

Government budgets are shrinking while 
demand for public services continues to 
rise. This is driving a civil service reform 
agenda under the current Coalition 
government. 

But it is widely recognised that after the 
general election in 2015, changes will 
have to go much further to meet future 
pressures. A shared vision is needed for 
what this could look like.

I am delighted to present this edition 
which covers:

•  People count – reshaping the public 
sector workforce; on the deep and 
radical change needed for conventional 
models of public sector employment 
in order to continue to deliver future 
public services within the current and 
continuing fiscal constraints. 

•  Leading the charge – civil service 
reform and the role of ‘the centre’, 
where we examine the part the centre of 
government can or should play in leading 
and driving reform across Whitehall.

•  Re-modelling government – more 
learning, less reinventing; we examine 
the opportunities and challenges of 
introducing new models of delivering 
public services – and getting it right 
first time.

•  The Digital Department –  
getting fit for the digital future;  
on the capabilities, governance 
and controls needed to harness the 
potential of digital.

We hope you enjoy reading the newsletter. 
Please feel free to share it with your 
colleagues, or even better, suggest that 
they contact us, and have their name 
added to the mailing list.

 Welcome to Whitehall Matters

Tina Hallett
Central Government Lead
0207 804 1704
tina.hallett@uk.pwc.com
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People count – reshaping 
the public sector workforce 

Against this backdrop, conventional 
models of public sector employment 
are already evolving rapidly, requiring 
new skill sets – for example around 
commissioning and managing services. 
Deeper and more radical change is now 
needed which transcends traditional 
organisational boundaries if we are to 
continue to deliver even basic services 
within the current and continuing fiscal 
constraints. 

Whitehall Matters

As Whitehall continues to grapple 
with spending cuts and rising 
demand for public services, many 
are finding themselves in an 
uncertain territory of thinking in 
new ways, not least about how they 
use one of their most expensive 
resources – their people.



Our recent work with the Ministry of 
Defence (MOD) underlines that Whitehall 
and the wider public sector, is thinking very 
differently about the delivery of services. 

The associated pressures on headcount at the 
MOD mean that the retained, or core MOD, 
will need to be smaller – and its in-house 
skills deeper – a cross-Whitehall issue. 

This means examining wider questions: 
what should the Department deliver and 
how can it configure itself in response to 
a tough fiscal environment and changing 
workforce aspirations? And what kind of 
innovative employment model can deliver 
this transformation? Every Whitehall 
department should ask itself these 
questions.

The first step towards an answer is 
considering what Whitehall departments 
need to ‘own’ and deliver themselves, 
what they can ‘share’ across services and 
organisations and what they can ‘buy’ 
from others. 

All of these options have significant 
workforce implications. For example, 
how do you motivate and engage a 
workforce that may be employed across a 
range of entities? Human Resource (HR) 
practitioners will need to become more 
strategic ‘resource brokers’, predicting, 
smoothing and managing peaks and 
troughs in workforce supply and demand 
across many employing organisations.

Unlike the private sector, where a 
significant number of organisations have 
a HR presence at the top table, in the 
public sector HR does not enjoy the same 
profile uniformly. Perceptions of the 
function are at worst a gatekeeper, slowing 
organisational change or with cumbersome 
polices, and at best a transaction specialist, 
supporting workforce change that is 
‘designed’ by senior officers.

HR needs to develop the capacity and 
capability to be at the forefront of service 
redesign, becoming ‘workforce architects’ 

through providing evidence based, 
innovative thinking about the construct 
of service and the deployment options 
across the front, middle and back office. 
This includes encouraging and facilitating 
collaboration and co-design across 
public services, and creating enabling 
frameworks that effectively plan, attract, 
retain and motivate the workforce.

We’re not suggesting there are easy 
answers to any of this – the radical 
workforce reform that is required will 
throw up many challenges. But what is 
very clear is that we’re entering a new, 
uncertain world where these are debates 
which must be had, and urgently.

Juliet Stuttard
Director, Human Resource Services
0771 189 8452
juliet.stuttard@uk.pwc.com
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Leading the charge – civil 
service reform and the 
role of ‘the centre’

What role can or should the centre 
of government play in leading and 
driving reform across Whitehall? This 
was on the agenda at one of our events 
with the Institute for Government on 
the future shape of Whitehall. 

Some may query the timing of this 
question given where we are within the 
parliamentary cycle – will there be time 
to drive and implement meaningful civil 
service reform in the lead up to May 2015? 
The answer is that this is seen as a long 
game. As we heard from the panel, we are 
still in the ‘foothills of reform’. 

So how should Number 10, Cabinet Office 
and HM Treasury deliver lasting change? 
Some common themes cropped up during 
the debate. The discussion kept coming back 
to the importance of articulating a common 
vision and purpose across Whitehall which 
is inspiring and engaging for civil servants 
and empowers them to deliver reform.  
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Central Government Lead
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As one of our panel put it, this is about 
aligning those championing reform with 
those who need to deliver on the ground. 
Focusing minds on what we are trying to 
do better – for the country and citizens 
– and what we need to do differently to 
deliver this is the key and incentives may 
have a role to play here.

We also heard articulated the core mission 
underpinning the reform programme 
– delivering outcomes at a fraction of 
the cost and shifting public spending to 
support growth. However, the panel also 
acknowledged the challenges, particularly 
those caused by a regular churn in 
leadership among both ministers and 
senior officials.

Building trust across Whitehall was seen 
as a key enabler. More needs to be done 
to collaborate and share successes where 
departments have embraced reform. 
And flexing the reform programme is 

important so the centre is working most 
closely with teams trailing the reform 
curve leaving others with the space and 
autonomy to lead the way.

Where the centre might play a more active 
role among trailblazer departments and 
teams at the forefront of the reform agenda 
is in aligning resource behind innovative 
programmes, bringing the right blend of 
specialist skills together. Then sharing, 
standardising and disseminating the good 
practice out there. Commercial skills were 
also identified repeatedly as a current gap 
– but it’s important that Whitehall is very 
clear about what’s meant by this beyond 
procurement.

This links to a final, broader point on the 
importance of clarity – on what the key 
reforms are and who’s accountable for 
implementing them. The success of this 
round of civil service reform will stand 
or fall on whether those at the coalface 

delivering the reforms are clear on what’s 
intended from them – particularly as 
we look toward the purdah phase of our 
first fixed term parliament. And there’s 
definitely a role for the centre here. To 
summarise in the words of one of our 
panellists, ‘ambiguity is the enemy of 
successful execution.’
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Public services never stand still. In 
recent years, spending cuts across 
Whitehall, the drive to improve the 
implementation and delivery of 
ICT and the Digital by Default and 
Open Data agendas, have created a 
groundswell for change.

In addition, changing demographics 
(specifically, society ageing) and customer 
expectations are reshaping the public 
service landscape. The digital revolution 
has created a new generation of consumers 
who want ever more accessible, portable, 
flexible and customised products, services 
and experiences. They expect to move 
seamlessly – in real time – between the 
physical and virtual worlds. And they 
are prepared to disclose quite a lot about 
themselves to achieve their desires.

The Digital Department 
– Getting fit for the  
digital future 



a transformation of digital services and 
capabilities that extends from customer 
engagement through to application 
integration and supplier management. 

The Digital Department will require 
new capabilities, skills and experience 
to deliver public services while making 
operations more effective and efficient. 
When interviewed for our ‘Government 
and the Global CEO’ report, Sir Bob 
Kerslake, Head of the Civil Service and 
Permanent Secretary, Department for 
Communities and Local Government 
noted: “We have to transform the way we 
deliver the services to people. Digital has 
massive transformational powers, but 
we’re lacking the skills and capabilities to 
make the most of it in my view.”

Digital services have the potential not 
just to help departments meet these many 
challenges but to redraw public service 
provision, reduce operational overheads 
faced by departments and create a more 
user focused experience for those accessing 
public services. 

Digital technology is opening new 
opportunities to involve citizens in the 
design and delivery of services, increasing 
opportunities to engage them in jointly 
producing innovative services and 
outcomes. It is also creating more secure 
methods for delivering the services most 
needed by citizens

When we asked CEOs globally what they 
thought would transform business and 
society in the coming five years, 81% 

identified technological advances such as 
the digital economy, social media, mobile 
devices and big data.

To harness these advances, departments 
must embrace digital, not as a standalone 
activity but placed at the heart of their 
strategy, services and operations. 
This must be in combination with the 
appropriate controls to ensure departments 
are responsible, accountable and delivering 
value for taxpayers’ money. Technological 
advances also throw up new challenges 
including cybercrime and the issue of 
accessing enough of the right digital skills 
to make the most of new technology. 

Over the next few years we expect to 
see the rise of the Digital Department. 
Achieving the desired benefits will require 

“
Digital technology is opening new 
opportunities to involve citizens in 
the design and delivery of services.” 
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Digital
Strategic 

Vision

Technology, 
data and 
security

User 
Experience 

Design

Iterative 
Development 

& Delivery

Prototyping

SME
ecosystem

Capability and experience  
of latest and legacy 

technology, data and 
security to ensure new 

services can be integrated 
as required and provide 

end-to-end services

The commercial and service 
management model and 
structure necessary for 

contracting and managing an 
eco-system of SME suppliers 

who can be engaged to 
provide services as required

Capability to develop a key component or  
representation of the digital solution that  

demonstrates feasibility, proof of concept,     
tests customer needs and user interfaces  

Capabilities
of the Digital 
Department

Defining the digital future as part of the
department strategy in order to deliver a long-

term solution and achieve the required benefits

Engaging customers of the 
services early and on an on-

going basis to ensure their 
requirements are at the core 

of all digital services. 
Changing the culture to make 

this the normal approach 

Utilising a combination of 
iterative and waterfall 

methodologies for the 
development and delivery of 

digital services and 
programmes. Implementing 

the behaviours involved to 
make both successful 



Bringing together the capabilities 
necessary to manage their legacy services, 
the ICT landscape and suppliers, along 
with the new skills and experience 
required to implement digital services, 
is crucial. These are difficult times and 
the issues facing every department are 
unique – including how customers may be 
impacted by the digitisation of services – 
we will consider digital inclusion further 
in the next edition. An agile approach is 
required to meet the breadth of challenges 
being faced. 

Without these capabilities and the right 
governance and controls in place, there is 
a risk that the Digital Department will not 
make the leap from the virtual to the actual. 
And this would be a missed opportunity. 

In our view, public bodies need to embrace 
digital technology as a tool to drive 
innovation, transform how they engage 
with citizens, foster the interaction of 
citizens with each other and explore how 
outcomes can be better secured, resulting 
in innovative and effective public services 
long into the future.

Iain McKeith
Director 
0161 245 2286
iain.r.mckeith@uk.pwc.com
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“
In our view, public bodies need to 
embrace digital technology as a tool 
to drive innovation…” 
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Find out more about our videos 
on embedding digital across your 
organisation. 

Winning in the digital age 
Please click here

Using digital to help deliver your 
customer outcomes 
Please click here

www.pwc.co.uk/consulting/propositions/winning-in-the-digital-age.jhtml
www.pwc.co.uk/consulting/issues/using-digital-to-help-customers-reach-their-goals.jhtml


Re-modelling government 
– more learning, less 
reinventing

Whitehall Matters



Public services remain under real 
pressure, with fiscal austerity set to 
continue through 2015 and beyond. 
But it is genuinely exciting to see how 
the public sector is responding to 
the challenge, as we heard during a 
wide ranging debate on new models 
of working in Whitehall, part of our 
Future Shape of Whitehall series with 
the Institute for Government.

There is now a wide range of initiatives 
across government which are transforming 
the ways of working across Whitehall 
departments, including innovative models 
of collaboration and partnership with the 
private and not-for-profit sectors.

But for the opening up of public services to 
work, politicians and policy makers need 
to hold their nerve and commissioners 
need to engage the market in the right way, 
so that new and more diverse providers can 
succeed in public service delivery.

The benefit of opening up is often that 
outsiders can challenge, add value and 
act as a catalyst to the decisions and 
options being considered in Whitehall. 

For instance, we heard about the 
opportunities, but also the pitfalls, 
involved in implementing different ways 
of working at the Ministry of Defence 
(MOD) and the key questions that need 
answering: what’s core and what can be 
better done by others?

We also heard how the experience at the 
MOD compares to the approach taken at 
the Ministry of Justice, with its focus on 
opening up the market for rehabilitation 
and settlement services. These experiences, 
and others, raise some important issues.

Government needs to be clear on its role 
as shareholder, distinct from its role as a 
customer of services. This means knowing 

“
But for the opening up of public 
services to work, politicians and 
policy makers need to hold their 
nerve…” 
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who’s accountable and the respective roles 
of those at the centre of government, in 
central departments and in Parliament as 
well. The consensus of the debate – which 
fits with our experience – is that design, 
delivery and decision making needs to 
be in one place, with the departments 
ultimately responsible for delivering 
change.

But the aims for any change in ways of 
working also need to be appropriately set. 
New models – from mutualisation to full 
blown privatisation – tend to be driven 
either by need for service transformation 
or growing commercial revenue. But there 
are important decisions to be made. For 

instance, innovation and risk transfer from 
contracting out is fine, but is the shift to a 
new model really about bringing in more 
management capacity and skills? And 
how does rapid technological change and 
‘digital by default’ impact on new models? 

The challenge, however, is not a lack of 
opportunities or private sector interest in 
new models of working but in reaching, 
and then maintaining, consensus during 
the process of a transaction. This brings in 
timing as an important issue, particularly 
in markets where there needs to be long 
term contracts, such as infrastructure. 
What happens if political priorities 
change?

Political risk and uncertainty is anathema 
to the investment community. Prejudging 
the type of model for contracting out is 
also a major risk. A range of solutions 
exist, each with their pros and cons 
depending on the objective and the 
context: outsourcing, Payment by Results, 
restructuring and creating new supply 
chains were all part of this debate.

One thing, however, was very clear from 
the debate – an outcome focus was felt to 
be the most important factor for success. 
The process of thinking differently 
on outcomes, is valuable in itself, as is 
improving the quality of information 
for decision making and delivery. 

“
The challenge, however, is not a lack of opportunities or private sector 
interest in new models of working but in reaching, and then maintaining, 
consensus during the process of a transaction.” 



But there was also a note of caution – 
linking payment to outcomes is fraught 
with difficulty as it is often difficult to 
measure value, particularly if services 
are interconnected. This in turn presents 
challenges for a robust contracting 
framework enabling measurement, 
monitoring and evaluation of results.

Success also needs diversity in supply 
chain, collaboration, the right data, 
the capability to act as an intelligent 
commissioner/customer and prioritisation. 
Innovation is also needed with incentives 
to deliver the right outcomes as well as 
creating additional capacity and capability 
at a time of fiscal squeeze. Can the private 

sector do more to incubate this? Our 
experience with Achievement for All 
shows what can be achieved.

Ultimately, unlocking value for taxpayers 
involves a balance of risk and return – it’s 
not always possible to get it right. But 
what is important is a need to learn from 
past success and failures. And here is 
perhaps the biggest takeaway from the 
debate: the value of recycling the lessons 
of past transactions. Despite an often rapid 
turnover of ministers and officials, more 
attention to learning is at the heart of 
improving the chances of getting it right 
next time.

Martin Jacobs
Partner, Corporate Finance
0207 804 0846
martin.jacobs@uk.pwc.com
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“
What is important is a need to learn 
from past success and failures.” 

Whitehall Matters



Government and the Global CEO: Fit for 
their futures

March 2014

As in past years, we have extended and 
deepened the research for PwC’s 17th 
Annual Global CEO Survey by conducting a 
selection of interviews with senior decision-
makers in governmental organisations 
across the world.

Stepping stones to growth: an agenda  
for action

September 2013

We examine the steps that public and 
business leaders need to take to secure a 
robust and long lasting economic recovery.

Future for Government: Tomorrow’s 
leading public body

June 2013

This publication explains why government 
and public sector organisations worldwide 
must adjust to the new reality of ‘doing more 
for less’ (or ‘doing less for less’) and focus on 
the outcomes society needs and wants. 

 

Recent publications from PwC
www.psrc.pwc.com

www.pwc.co.uk
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http://www.pwc.co.uk/generalelection
http://www.pwc.co.uk/generalelection
http://www.pwc.com/gx/en/psrc/publications/government-and-the-global-ceo-fit-for-their-futures.jhtml 
http://www.pwc.co.uk/government-public-sector/stepping-stones/index.jhtml 
http://www.pwc.co.uk/generalelection
http://www.pwc.com/gx/en/psrc/publications/future-of-government.jhtml 


Living with austerity: an analysis of 
spending, jobs and the public mood

June 2013

Ahead of the UK’s Spending Round 
2013, we analysed the state of our public 
finances, the shape of the labour market 
and captured the public mood.

Under Pressure: Securing success, 
managing risk in public services

October 2012

Under Pressure: Securing success, 
managing risk in public services is a 
practical guide for government on how to 
deliver public service reform and identify, 
manage and avoid failure as public services 
open out to new and different providers.
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http://www.pwc.co.uk/generalelection
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http://www.pwc.co.uk/government-public-sector/spending-review/index.jhtml 
http://www.pwc.co.uk/government-public-sector/issues/delivering-public-services-under-pressure.jhtml
http://www.pwc.co.uk/generalelection
http://www.pwc.co.uk/generalelection


Central government leads

Tina Hallett
HMRC and the National Audit Office lead
0207 804 1704
tina.hallett@uk.pwc.com

Sarah Isted
Department for Business,  
Innovation and Skills lead 
0207 804 9133 
sarah.t.isted@uk.pwc.com

Charles Lloyd
Cabinet Office lead
0207 804 5130
charles.lloyd@uk.pwc.com

Julie Clark
Department for Culture,  
Media and Sport lead
0207 213 4170
julie.d.clark@uk.pwc.com

Roly Sonnenberg
Ministry of Defence lead
0207 804 5162
roland.sonnenberg@uk.pwc.com

Paul Davies
Department of Energy and Climate Change 
and HM Treasury lead
0207 804 5208
paul.davies@uk.pwc.com

Stephen Warburton
Department for the Environment,  
Food and Rural Affairs lead
0207 804 6393
stephen.g.warburton@uk.pwc.com

Simon Tanner
Ministry of Justice lead
0207 804 5968
simon.c.tanner@uk.pwc.com
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Andy Key
Metropolitan Police and NOMS lead
0207 804 3720
andy.key@uk.pwc.com

Scott Logan
Department for Work and Pensions  
and Home Office lead
0207 213 1712
scott.logan@uk.pwc.com

David Quinn
Northern Ireland Office lead
0289 041 5729
david.quinn@uk.pwc.com

Paul Brewer
Scotland Office lead
0131 260 4263
paul.k.brewer@uk.pwc.com

Lynn Pamment
Wales Office lead
0292 080 2390
lynn.pamment@uk.pwc.com

If you do not wish to receive any further editions of Whitehall Matters please email meera.pabari@uk.pwc.com

This publication has been prepared for general guidance on matters of interest only, and does not constitute professional advice. You should not act upon the information contained in this publication without 
obtaining specific professional advice. No representation or warranty (express or implied) is given as to the accuracy or completeness of the information contained in this publication, and, to the extent permitted 
by law, PricewaterhouseCoopers LLP, its members, employees and agents do not accept or assume any liability, responsibility or duty of care for any consequences of you or anyone else acting, or refraining to 
act, in reliance on the information contained in this publication or for any decision based on it.

© 2014 PricewaterhouseCoopers LLP. All rights reserved. In this document, “PwC” refers to PricewaterhouseCoopers LLP which is a member firm of PricewaterhouseCoopers International Limited, each member firm of 
which is a separate legal entity. 
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