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Opportunities and challenges 

User services 

Data 

Ways of working 

Security 

 Large remaining opportunity 

 Some challenging new areas 

 Focus on managing channel shift effectively 

 Demand management opportunity 

 Recurrent challenge of data projects 

 Focus on better governance of data 

 Need to embed and integrate services 

 Challenges for approaches, capabilities and contracts 

 Focus on strengthening understanding of systems 

 Growing threats and need to strengthen response 

 Challenge of governance and responsibilities 

 Focus on understanding and managing risks 

Brexit  Many organisations affected 

 Uncertainty and new challenges 

 Focus on clear prioritisation and risk management 
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User services 

Context: growing range of online services 
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Transactions, July 2015 - June 2016
Millions

Source: GOV.UK/performance; selected services 

Many services now 

available online 

Varying levels of digital 

take-up 
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Source: NAO, Investigation: clinical correspondence handling at 

NHS Shared Business Services, June 2017 

User services 

Opportunity: not just costs and convenience 
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User services 

Opportunity: still some way to go 

St
at

e 
P

en
si

o
n

: n
ew

 c
la

im
s

C
ar

er
's

 A
llo

w
an

ce
: n

ew
 c

la
im

s

Jo
b

se
e

ke
r'

s 
A

llo
w

an
ce

: n
ew

 c
la

im
s

N
o

ti
fi

ca
ti

o
n

 o
f 

co
n

st
ru

ct
io

n
 p

ro
je

ct

El
ec

tr
ic

al
 s

af
et

y:
 r

ep
o

rt
s 

o
f 

in
ci

d
en

ts
0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

0 5 10 15 20 25 30 35

D
ig

it
al

 t
ak

e
-u

p

Transactions, July 2015 - June 2016
Millions
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Many transactions have 

limited online service 

Universal Credit will 

significantly increase 

digital take-up across 

benefits transactions 
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User services 

Challenge: new areas for digital services 
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User services 

Focus: achieving channel shift 

South East trains flexible ticketing business case benefits 

Source: NAO, Investigation into the South East Flexible Ticketing 

Programme, April 2017 
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Data 

Context: increasing recognition of opportunity  

Source: Hansard; GOV.UK  
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Data 

Opportunity: data-led decisions 

 Improving patient access to general practice, January 2017 

 Mental health in prisons, June 2017 

 Local support for people with a learning disability, March 2017 

 Investigation into NHS continuing healthcare funding, July 2017 

 NHS ambulance services, January 2017 

 Health and social care integration, February 2017 

 Planning for 100% local retention of business rates, March 2017 

 Benefit sanctions, November 2016 

Examples of recent NAO studies where better data identified as a key issue 

 Vulnerable consumers in regulated industries, March 2017 
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Source: NAO, NHS ambulance services, January 2017 

Data 

Opportunity: demand management (1/3) 
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Source: NAO, Health and social care integration, February 2017 

Data 

Opportunity: demand management (2/3) 
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Source: NAO, Investigation into the Parole Board, February 2017 

Data 

Opportunity: demand management (3/3) 
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Source: NAO, Progress delivering the ‘One Mission, One 

Bank’ strategy, June 2017 

Data 

Challenge: data projects are hardest to deliver 

Of 15 initiatives in the One 

Mission, One Bank 

programme only the data 

architecture initiative was not 

yet delivered by March 2017 



14 

Data 

Focus: improving governance of data 

Need for clearer overall 

approach to management 

of data 

Weak enforcement of 

standards 

Need for more detail in 

standards and governance 

Source: NAO, Digital transformation in government, March 2017 
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Ways of working 

Context: need for better integration of change 

Source: NAO, Digital transformation in government, March 2017 
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GDS assessment of digital exemplar programmes, March 2015 

Extent of integration Savings and benefits 
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Source: NAO, Civil service capability, March 2017 

Ways of working 

Challenge: rising demands on capabilities 

NAO survey of digital capability gap 
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Source: NAO, The new generation electronic monitoring programme, July 2017 

Ways of working 

Challenge: working with contracts 
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GOV.UK Verify completion rate, % 

 

The proportion of visits started on GOV.UK Verify that result in successfully accessing a service, 

following the creation or re-use of a verified account with a certified company 

Source: GOV.UK; NAO, Digital transformation in government, March 2017 

Ways of working 

Challenge: buy in to new approaches 
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Ways of working 

Focus: understanding technical roadmap 

Limited understanding of 

current systems 

Absence of clear target 

state to assess proposals 

Need to develop 

information on patterns and 

technical positions 
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Source: NAO, Investigation into overseas sellers failing to charge VAT on 

online sales, April 2017 

Security and fraud 

Context: growing range of risks 

Estimated online VAT 

tax gap of £1-1.5 billion 

VAT tax gap, 2009-2016 
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Source: NAO, Online fraud, June 2017 

Security and fraud 

Opportunity: room to improve response 
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16%  Estimated share of cyber-

related crime as a proportion 

of all crime incidents 

1 in 150 Police officers whose main 

function in 2016 was 

economic crime 

27 of 41 Police and Crime 

Commissioners referring to 

online fraud in crime plans as 

at April 2017 

1 in 6 Police officers whose main 

function in 2016 was 
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22 Source: NAO, Protecting information across government, September 2017 

Security and fraud 

Challenge: need for clearer responsibilities 
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Security and fraud 

Focus: understanding risks and technical debt 

 Understanding the extent and nature of risks 

 

 Capacity to make informed decisions on risks 

 

 Clear principles and guidance 

 

 Balance between security and wider functionality 

 

 Managing innovation and technical debt 

 

 Assessing the business case for investment  



24 Source: HMRC, letter to Treasury Select Committee Chair, March 2017 

Brexit 

Context: many systems affected to some extent  

HMRC assessment of organisations involved in ‘Government at the Border’ 



25 Source: NAO, Customer Declaration Service, July 2017 

Brexit 

Challenge: preparing for different scenarios 
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Brexit 

Focus: portfolio management and prioritisation 

Number of projects in government major projects portfolio, September 2015 

53 

36 

29 

25 

Government transformation 

and service delivery 

ICT 

Infrastructure and 

construction 

Military capability 

Source: IPA, Major Projects report, 2015-16 
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Opportunities and challenges 

User services 

Data 

Ways of working 

Security 

 Large remaining opportunity 

 Some challenging new areas 

 Focus on managing channel shift effectively 

 Demand management opportunity 

 Recurrent challenge of data projects 

 Focus on better governance of data 

 Need to embed and integrate services 

 Challenges for approaches, capabilities and contracts 

 Focus on strengthening understanding of systems 

 Growing threats and need to strengthen response 

 Challenge of governance and responsibilities 

 Focus on understanding and managing risks 

Brexit  Many organisations affected 

 Uncertainty and new challenges 

 Focus on clear prioritisation and risk management 
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Thank you 

• NAO website www.nao.org.uk 

• Follow the NAO on Twitter @NAOorguk 

• Sign up for email alerts with NAOdirect 

• NAO videos on YouTube 

Max Tse 

max.tse@nao.gsi.gov.uk  

For further information on NAO reports and activities 

http://www.nao.org.uk/
http://twitter.com/naoorguk
http://twitter.com/naoorguk
https://public.govdelivery.com/accounts/UKNAO/subscriber/new
http://www.youtube.com/user/NationalAudit
mailto:max.tse@nao.gsi.go.uk
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Ways of working 

Context: digital services effectiveness 

Source: IFG, INCISE indicators, July 2017 

IFG INCISE, UK assessment 


