THE PUBLIC SECTOR IS SEEN AS A LAGGARD IN TERMS A SIGNIFICANT INVESTMENT IN CONNECTIVITY
As the pandemic |n|t|aIIy drove many of us indoors OF USING DIGITAL TECH TO IMPROVE SERVICES B In its Nove.mber 2029 s;’)en.di.ng Ijeview, the government committed,£5bn
I ( : I I Percentage of global citizens who say that technology will change how to upgrading the nation’s digital infrastructure - a programme that’s
and online, it turned British citizens into |nﬁn|tely they do the following things — and whether they think those changes will expected to run to 2025. But the Department for Digital, Culture, Media
O N N D more tech—savvy consumers. But is the pUb|IC be for better or worse and Sport has allocated only £1.65bn of this so far
sector keeping up? As people increasingly use Better Same Worse Don't know

digital technology to work, shop and socialise, they
are yet to engage fully with public services through
online channels. So where and why are public
services still struggling to go digitale ?
DAILY USE OF TECH HAS SHOT UP AS A RESULT OF THE PANDEMIC EY, 2021 How I bank 19% 7% 4%
Percentage of global citizens who think there would be more or less of the following things in the future, owing to the Covid crisis. Tech tops the list, but there are high expectations
for government spending too of public sector leaders agree that their
organisation’s business and technology
Day-to-day use of technology e e strategies are becoming inseparable,
. even indistinguishable
Technology innovation or advancement e
Reliance on domestic goods e I A How | shop 22% 8% 3%
Reliance on temporary, freelance or zero-hours employment e
£3.35bn yet to be allocated
Government spending on social security or financial support e
Government spending on public services e
Income inequality e
How | work
Affordable and high-quality healthcare e _—17% or study 21% 8% 5%
Community spirit e —_—16%
Reliance on goods from abroad e -4% . £200m to “flagship digital
blic s infrastructure programmes”
Economic growth e 20% Pu ey including a shared rural 4G network
How | use
o e £250m to a “secure and resilient 5G network”
CAN THE PUBLIC SECTOR seriees o - i
LOCAL AUTHORITIES ARE NOT PRIORITISING DATA AND DIGITAL TECH Citrix, 2021 LEARN FROM THE PRIVATE
Percentage of UK local authorities SECTOR’S
CX PERFORMANCE?
Employing a chief digital officer Percentage of global business
people, from both the private
and public sectors, who rate their How children
M‘easurir}g e.n?ployee .engagement organisation’s customer experience are educated 17% 18% 6%
with their digital services (CX) maturity in the following ways
2021-22 2022-23 2023-24 2024-25 Total
©®@® Very advanced
Planning to do so in three to six months T SemenTEl eeaees Public Policy Projects, 2021
How | use
@@ N\ot very advanced services provided
Not planningto doso e @® mmature by public sector
Adobe, 2021 q q
organisations o
. . . o 12% 6% /o
Measuring employee productivity
linked to IT and digital investment Private sectof
of public sector leaders
Planning to do so in three to six months DU UCT orgamsaju(.)n
needs to ‘fast-forward digital
How | socialise transformation with cloud at
Not measuring erfn?loy.ee productivity sl el its core’
linked to IT and digital investment and relatives . 15% 4% reconture. 201

HOW DOES THE PUBLIC SECTOR RATE ITSELF? Adobe, 2021

Percentage of public sector business leaders who rate their organisation’s digital experience record in the following ways

WHAT ARE THE BIGGEST CHALLENGES?

Accenture, 2021

Percentage of public sector leaders who agree or strongly agree with the following statements about the problems facing their organisations when working to
improve the digital experience they offer to users of their services

© Excellent (always improving the digital experience) @ Good (often improving the digital experience) @ OK (sometimes improving the digital experience)

@ Poor (often failing to improve the digital experience) @ Terrible (never managing to improve the digital experience)

@ strongly agree @ Agree

We lack clear key performance We lack key customer-centric We're hindered by the lack of Our digital initiatives don’t have We have a limited understanding of
indicators for digital investments digital skills a ‘safe space’ for innovation clear leadership service users’ requirements
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