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The Blind Men and the Elephant



4

A snake

A spear
A sail

A tree

A rope



5

The Elephant of e-Services
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The 3 Key Government Ministries
in implementing e-services

• For citizens: Dept for Work & Pensions (DWP)
• Employment

• Social Security Benefits

• Pensions

• For citizens: Home Office (Ministry of the Interior)
• Passports

• Identity cards 

• For businesses: Her Majesty’s Revenue & Customs (HMRC)
• Corporate taxation 

• Customs

• Other national revenues

• Income tax 
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Achievements (1)

• For both citizens and businesses

• Programme to rationalise and improve the >700 

Government Contact Centres

• Over 70% of UK citizens use the phone to call 

public services – the highest percentage in Europe

• Too many calls are “Avoidable” – they deliver no 

value to either party

• Aim to halve by April 2011

• Programme to rationalise & reduce the number of 

Government websites

• Aim to migrate 95% by April 2011



10

Achievements (2)

• For citizens
• Focus services in DWP 

• Single portal: Directgov

• Single authentication process: Government Gateway

• Set up National Identity Register

• Biographical data from DWP

• Biometric data from Passports

• For businesses:
• Focus services in HMRC

• Single portal: Businesslink

• UK 1st country in the world to accept e-Accounts 
from Companies
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Central government website rationalisation
(position at January 2008)

Source: Directgov and 

BusinessLink
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Portal usage is increasing
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Characteristics of 

Excellent Contact

• Each contact is easy

• Each contact fulfils a need

• Each contact is valuable

• Each contact complies with policy

• Government is a trusted point of contact

• Government knows its customer
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• Good customer relationship management (CRM) is not just a system. 

It is a management philosophy that looks at what data/information you 

have on the citizen, how this can be analysed and how it can be acted 

upon to develop the ‘business rules’ for longer-term communication 

strategies that service the citizen.

• This analytical CRM element should not be confused with the 

operational CRM engines that act as enablers to such service 

programmes. Many organisations have found to their cost that 

implementing a CRM system alone does not enhance customer 

experience.

• A true CRM system is designed to support the collection and analysis of 

customer-relevant information and make it available to the 
appropriate people within the organisation across all channels. CRM 

systems aim to deliver a single, integrated view of the customer, which 

allows customer contact rules to be developed that can trigger event-

based specific strategies for servicing customers.

CRM Systems: a Quotation…..
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Some of the Challenges

• Making a new profession of Contact Management
• Contact Directors

• Accreditation of contact centres

• Better CRM systems

• Putting performance measurement in place

• Working across organisational boundaries
• Data sharing

• Security of personal data

• Joined-up business processes

• Involving the wider public sector
• Joining-up Central and Local Government

• Making the Governance arrangements effective
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Governance Framework

CTO Council

CIO Council Contact Council Customer Insight Forum Knowledge Council

Delivery Council

Civil Service Steering Board

Only put in place in 2006



20

Governance Objectives
for e-services

• Improving public trust in Government

• Separation of duties to prevent fraud

• Controlling access to personal data

• Keeping personal data secure
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