
Hello!





We do the hard 
work to make public 
services simple





GDSGDS



GDS

£3.5 billion saved 

@Louisedowne



GDS

3.31 billion transactions every year 

@Louisedowne



GDS

We’re 7 years old

@Louisedowne



GDS

6 years older than the average startup

@Louisedowne



So, you’re done right?



Government is the 
oldest and largest 
service provider in 
the UK
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GDS

267 years before America was a 
country 

@Louisedowne



10k services



10k services
25 departments



10k services
25 departments
418,343 people



GDS

Reporting of Injuries, Diseases and Dangerous Occurrences 

Regulations 1995 (RIDDOR)

Registrations for Knowledge Transfer Network (KTN)/connect access 

(MEMBERS)

Request for a further search under section 17(6) or payment for a 

supplementary certificate under section 17(8)/Request for search 

(F9/F9A)

Employer Ownership Pilot (EOP)

Well Operations Notification System (WONS): consents and 

notifications

Charity Letter Forwarding Service

@Louisedowne



GDS



The 8th most popular 
service on GOV.UK is 
a phone number



Our services were 
not designed for the 
internet 





Our government 
wasn’t designed for 
the internet 



GDSGDS

Import or export something

4 departments

@Louisedowne



GDS

Import or export something

4 departments

@Louisedowne



GDS

Start a business

9 departments

@Louisedowne



GDS

Develop a medical condition 

and stop working

3 departments

@Louisedowne



GDS

80% of the cost of services is spent 
on services

@Louisedowne



GDS

60% of that cost is spent on calls 
and casework

@Louisedowne



GDS

20% of UK GDP
is spent on public services

@Louisedowne



Bad public service design 
is one of the biggest 
unnecessary costs to the 
UK taxpayer



GDS

New technology is not going to 
make our services better

@Louisedowne



So, you’re done right?



We haven’t even 
started



GDS

Centralisation doesn’t scale

@Louisedowne



GDS

We need to fundamentally 
rethink the way we deal with 
change

@Louisedowne
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GDS

‘The reconditioning and re-
designing public utility services’

Design Research Unit

@Louisedowne
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Transformation isn’t about 
the ability of one team to 
design and deliver a 
service



Transformation is the 
ability of an organisation to 
deliver and maintain a 
service over time



GDS

The strategy is delivery

@Louisedowne



GDS

The strategy is delivery

The strategy is scale and 
sustainability

@Louisedowne



GDS

If you’re not planning for your own 
obsolescence you’re not doing it right

@Louisedowne



4 lessons for 
the future



‘Digital’ is just a 
means to an end



GDS

Most of government is service design
most of the time

Matt Edgar, Head of Design, NHS

@Louisedowne
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Digital Service Standard
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GDS

Digital Service Standard

Government Service 
Standard

@Louisedowne



Design your 
infrastructure, or your 
infrastructure will 
design you 
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GDS

DVLA spend £19M a year 
answering ‘How do I… ?’ 
phone calls

@Louisedowne
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GDS

Used 800,000 
times in 15 weeks 

@Louisedowne



GDS

http://www.youtube.com/watch?v=qKZHNG31De4


Design something 
that the future can 
design



GOV.UK 
Design System

GDS
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Give people the skills 
to help themselves



GDSGDS

10k 
people trained 
every year



GDSGDS

30 community 
events every year



GDS

2015 - 115 designers 

@Louisedowne
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2018 - 950 designers 

@Louisedowne



Collaboration is
a privilege



(don’t expect it to 
happen on its own)



GDS

The three biggest barriers to 
collaboration are money, time and 
access to data

@Louisedowne



GDS

Change means giving the privilege 
you have to others

@Louisedowne
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@louisedowne GDS

Supporting the 
10 most affected 
services







We can only fix the 
big problems if we 
work together



GDS

Most countries share a core
set of services

@Louisedowne
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Aging
Immigration
Pollution and waste
Accessibility
Licensing

@Louisedowne



GDS

800 members
37 countries

@Louisedowne



GDSGDS

800 members
27 countries

@Louisedowne



Look after yourselves



GDS

People have been predicting the 
‘inevitable decline’ of digital in 
government since its inception

@Louisedowne



GDS

We need to stop treating change in 
government like being in a rock band

@Louisedowne



Be strong
Be kind 
Carry on



GDS

Join our mailing list and watch our live show 
and tells https://goo.gl/aax16i

Slides are available here 

https://goo.gl/tDuUgf

@Louisedowne

https://goo.gl/aax16i


Thanks!

Lou Downe
Government Digital Service
@LouiseDowne


